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AO1 -

A report on the
management and
planning of human

resources at the

Crown Spa Hotel and
the Scarborough
Tourism Information
Centre



hoi
Unit 16 -~ Human resource management ' ’

Report comparing and contrasting the management and planning of
human resources within the Crown Spa Hotel and the Scarborough
Tourism Information centre.

For this assignment I have looked at two different organisations,
the Crown Spa Hotel and the Tourist information centre in
Scarborough.

The Frank family privately owns the
Crown Spa hotel, with brothers
Richard and David being the managing
director and the administrative
director. The business is in the
private sector and is built up on the
grounds of profit maximising. The
hotel is the oniy 4* hotel on the
Yorkshire coast. The hotel has many
different facilities for the people
L : staying at the hotel as well as local
people who may wish to use them. Some of the facilities include
different restaurants and bars within the hotel, spa and gym
facilities, as well as conference and function rooms (Source
www.crownspahotel.com)
The Crown Spa Hotel has a good orgamsatlonaE structure of the
management team. (Source http://www.crownspahotel.com/meet-
the-team.php)

Director
] |
5 Operations Director
irector
3 t |
] \ - !
) . ' S ) : Assistant
Sales and Human ' Operations
Financial :
Event Resource C;ntrol?er Manager
Manager manager . |
. 1 Food and
Beverage
Front .
I Office Sales Fi Manager Head
Manager Executive té";i?ce Housekeeper
Jona , [
Assistant Food
o and Beverage Housekeepers
Receptionists Manager /domestics

'_‘

Bar and catering staff I



The tourist information centre is a
publicly owned organisation run by
the council. It was set up as a service
to provide local citizens as well as
visitors with expert advice on a wide
range of topics such as
accommodation, where to eat and
drink, attractions, walks and talks.
There are four different tourist
information centres within the
borough area, all providing a service
to the public. There is one in the Brunswick shoppmg centre, which
is ideal as it is accessible as it’s in the middle of the town. There is
one on the Harbour side, Sandside (pictured above) again this is
really good as it is on the beach so tourists will easily see it. The
other ones are in Filey and Whitby. Each centre is staffed with two
customer service assistants who have been given thorough training
in all aspects of tourism in Scarborough. They have a supervisor
and a manager. Also from the Scarborough Borough council they
have a large Human Resources Department and the director of
Human Resources is  _ ) hey too have a structured
organisation structure.

Yirector of
Human Resources

Manger of Tourist
Information Centre

Supervisor

Whitby Harbourside Brunswick Fitey
TIC Scarborough Scarborough TIC
TIC TIC




Human resource management is the function within an organisation
that focuses on the recruitment, training, retention and
performance of staff. It is the management that deals with issues
related to the staff such as compensation, hiring, performance
management, organization development, safety, weliness, benefits,
employee motivation, communication, administration, and training.
(Source: A2 Level Travel and Tourism book)

Human resource management is an important factor in all
organisations. That's why a lot of care must be taken with the
planning for human resources. This is to ensure that they will
always have sufficient staff through out the working day/night. This
includes having enough cover for when people are on designated
breaks at different points in the day. Also it is important for the
organisation to plan if certain skills and experience are needed for
the types of roles staff are required to do.

For the management to be able to identify the staff required for the
organisation at any given time they use a needs analysis. A needs
analysis identifies the number of employees required as well as
enabling the human resource department to distinguish the type of
skills of the employee best sulted to each job role.

The Crown Spa Hotel and the tourist information centre use needs
analysis within their different sectors to make sure everything runs
smoothly. This is very impartant as the Crown Spa hotel pride
themselves on being an excellently run hotel as it is the only 4 star
hotel in Scarborough. (Source: ) ., .ee Appendix 1) Also
the Tourist information centre needs to keep up a good corporate
image, as it is part of a big organisation. For example one way in
which the Crown Spa Hotel use needs analysis is when catering for
meals. They use the analysis to see how many customers are eating
at that certain time, such as breakfast. From this information they
can then work out how many waiting staff and cooks will be needed.
Also another factor it relies on is room occupancy. The busier the
hotel is, the more staff that is needed. In comparison the Tourist
information centre uses a needs analysis in the same way.
Depending on the seasonality they can work out how busy they
think the centre is going to be, therefore how many staff will be
needed.

Employers offering jobs and work and the employees offering skills
and the willingness of working determine the labour market. Along
with economic conditions and other factors. (Source: A2 Levei
Travel and Tourism book) ,



It is important for organisations to keep well informed about the
changes within the labour market. This is due to these changes can
effect recruitment and retention of staff within the organisation.
Many factors can affect the labour market, these can be external or
internal influences. ‘

External factors consist of those that are out of the organisations
control,

The Economy: - The economy is quite a big factor that can effect
organisations in both positive and negative ways. Depending on
what financial state the country is in, for example if they are in
recession people may not want to spend a lot of money and be
more aware of their disposable income. ’ :
As the economy isn't so good at the moment this WHE be affectlng
the Crown Spa Hotel. It could be affecting it in a negative way due
to people not wanting to spend as much money. With the hotel
being the only four stars in the area it will be more expensive than
others., So people may opt for a cheaper hotel in the area, as there
are plenty of two and three star hotels. However it could also give a
positive effect to the business. People who usually go abroad on
holiday may find it getting to expensive. So instead they may
decide to go to a luxurious hotel in the UK. This is good for the
Crown Spa Hotel as they have lots of facilities, especially for people
still wanting to go on luxurious holidays as the Crown Spa has
excellent facilities for that including spa and gym with large jacuzzi,
pool, sauna, sanarium, aroma room, steam room and retreat
lounge. (Source: www.crownspahotel.com) In comparison at the
Tourist information centre it doesn’t affect them in the same way as
it would the Crown Spa, this is because people in and coming to the
area still need to use all the information that the Tourist
Information Centre provides, such as leaflets. However due to the
economic state less people may be coming to the area or gong out
on day trips. However like the Crown Spa Hotel it can affect their
hotel booking side of the organisation. Over the summer they only
had half as many bookings as they did the previous year. (Source:
Kirsty Blenkinsopp — See Appendix 2)-This affects them as hoteliers
pull out from using them as advertisement as they aren’t getting
enough custom. This causes the Tourist Information Centre to lose -
money. (Source: i | - pp- See Appendix 2)

Employment leveis: - This can effect an organisation when wanting
to recruit more staff. There are currently more people actually in -
work and looking for work than there has ever been.-However this
is changing due to the credit crunch and employment levels will fall
and there will be greater unemployment. This benefits organisations
due to if they need staff there will be plenty of people looking for



jobs. Although if there are more people in work it might be harder
to find a certain skilled specialist as they are all employed as there
are less of people specialised in certain fields.

At the Crown Spa they are able to change their employment
levels throughout depending on how busy it is going to be. They will
be able to make an educated guess to how many staff is requwed
on the bases of how many people are at the hotel and time of year.
So if more staff were needed there are plenty of people looking for
work so these positions can easily be filled. (Source: _._ ., . _y -
See Appendix 1) In comparison at the Tourist information centre
they too can guess which months of the year they are more likely to
be busy, normally the summer months. (Source: )

- See Appendix 2) So they can employ more staff for
the busier times, temporary staff. Again if there are a lot of people
looking for work these positions wont be hard to fill. Also both
organisations pay above the minimum wage, this will help to attract
potential employees.

Employment trends: - This is important as the types of careers in
travel and tourism are always changing over time due to customer
demands and jobs available. This can effect organisations due to
there may not being enough qualified staff for the job position you
have to offer, this is due to people choosing not to train in that field
of work any more as it is seen as a not as a highly needed trade.
For example from the growth of the internet and technology not as
many people are opting to train as a travel agent. This causes
problems if staff is needed still on high street travel agencies, as
they may be a shortage of qualified travel agents. This would cause
travel agencies needing to recruit unqualified people and train them
up themselves, causing them a iot of expense.

At The Crown Spa Hotel they take a lot of care when hiring their
staff. This is due to it costing them less to train up staff and keep
that staff. Rather then hiring staff and then constantly losing them
to other jobs. (Source : See Appendix 1) This has
been shown through there low staff turnover, showing staff are
happy working for the organisation. (Source:. e
Appendix 1) In contrast the Tourist Information Centre seems to
have a very high staff turnover. (Source: see
Appendix 2) This suggests that they don't take as much time and
effort as the Crown Spa do in choosing their staff and training them
adequately. Also it could imply that the job is less rewarding then
that of the Crown Spa. Which resuits in their employees leaving
after a short period of time.

Skills shortages and surpluses: - Skill shortages are a large problem
within the travel and tourism industry. A large proportion of staff
employed in certain sectors of the travel and tourism industry are



unskilled. This is due to many school leavers going into employment
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without the necessary skills. But are able to get work because fi'f

employers are unable to find people with the correct skills.
Employees compensate for this by recruiting more staff or including
specialist training as part of their introduction training. Then there
are skill surpluses, which can occur where amounts of people have
a certain highly gualified skill, but employees are not looking for
that particular qualification at that time. This can result in people
having to work for a much less wage or unemployment.
For the Crown Spa Hotel and the Tourist information Centre this
isn’t really an issue as both organisations are able to get the
correctively qualified staff to fill their positions within the
organisation. Also both organisations offer the necessary training to
be able to do the jobs that are required. (Source: =

p- See Appendix 2) However the biggest probiem that
the Crown Spa Hotel has is that they are unable to easily find a
local qualified and experienced chef, (Source: - See
Appendix 1) This results in them needing to advertise the position
nationally and offer higher salaries to attract the better chefs to
come.

Competition for job seekers: - This occurs when employers require
a certain skilled person to fill a particular vacancy that has a skill
shortage. So as there is a shortage of people who can do the job all
the same types of organisations will be competing to recruit the
best employee that will be out of very few applicants. (Source: A2
Level Travel and Tourism book) For an organisation to be able to
win over a skilled person who is wanted by other organisations,
they will need to offer the best work. This will include competitive
salaries and other benefits, such as bonuses and better holidays.

At the crown Spa Hotel they offer their staff above minimum _wage
to compete with other organisations. (Source: :
Appendix 1) The main competition they have is the fact that
Scarborough is a seaside resort so there are a lot of hotels within
the town so it would be quite easy for their staff to find other jobs.
So they have to keep a good and respectful relationship with there
staff. In contrast at the Tourist Information Centre they don't
particularly have any competition in the surrounding area, as they
are there to provide a service, not to profit maximise. However high
staff turnover is a problem for them and need to constantly recruit.
(Source: ; - 1pp- See Appendix 2) They too pay over
the minimum wage so this will attract potential employees.

Market demand: - This is the demands of all potential customers
(market participants) for a specific product over a specific period in
a specific market. (Source http://www.businessdictionary.com)
Within the Crown Spa Hotel and the Tourist Information Centre the
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demand will be higher in the peak seasons, such as bank holidays
and peak weeks in summer. At these times there is a larger amount
of customers that need to be dealt with. To make sure customer
service stay to its best and both organisations can comply with the
demand the customers have upon them, they need to have more
staff working at these times:. As it makes the ratio to staff and
customers better, which enables the organisations to deal with the
market demand better.

Location issues: - Most jobs that are available are mainly aimed at
local people wanting to work in the travel and tourism industry.
(Source: A2 Level Travel and Tourism book) This is due to the
career opportunities and rate of pay not being that great to attract
people from outside the local area. This affects the way an
organisation would target recruitment campaigns. They would aim it
at people living within the local area, with some exceptions for jobs
such as top chefs and high-end managers.

The Crown Spa Hotel is in a good location to attract a lot of
employees from the surrounding area. As it is waiking distance from
the main town centreé. Also there are bus routes up to the area and
car parking available. As Scarborough is a seaside resort there are
plenty of people who are living in the area and it is a popular
destination for tourists. The Tourist Information Centres are also in
a good location, as they are easy to get to from a customers point
of view. For example in Scarborough there is one in the middle of
town in the shopping centre and the other is next to the harbour on
the beachside. This makes them really accessible four customers,
and for tourists to easily find. (Source: ...~ See
Appendix 2) In comparison to the Crown Spa Hotel they too are in
a good location for employees to get too. A bus runs around the
Marine Drive throughout the day that would be ideal access for
employees at the harbour centre. For the town centre there are a
variety of buses from all different areas that go to town, as well as
a car park within the centre. Also for people who may live quite far
out of the town there is a park and ride, which they could use.

Seasonality, tangibility and perishability: - Seasonality can influence
the labour market of an organisation. Visitor attractions only tend to
open in certain months. This is because they feel it would be
pointless to open in the other months, normally the winter months,
as they won’t make enough profit for it to be worth opening. This
can affect the labour market, as some people may want permanent
positions not just seasonal. For example a person hired at a hotel as
a waitress may only be needed from Easter to the end of summer,
as that is the busiest times. This then leaves them unemployed for
the other months.



At the Crown Spa Hotel they open all season round, however
some months are busier then others. It will be a lot busier in July
then it is in November, This will cause them to have to size down
their staff in the quieter months as there wont be enough work and
to hire more staff in the busier months to help with the heavy
workload. For example in the quieter months when there is not
many people staying in the hotel only a few chamber maids will be
needed, whereas in the busier months when there is a high room
occupancy with continuous people arriving and leaving a ot more
chamber maids will be needed to deal with the amount of work. In
comparison the Tourist Information Centre is also open all year .
through like the Crown Spa Hotel. Again they will have more staff
working in the busier months then in the quiet months. The
different centres open at different times throughout the year, as
they may not be needed as much as others. For example in the mid
to low season (October to April) the Filey centre is only open
weekends 10 am till 12:30pm and 1:00pm till 4:30pm. (Source: _
http://www.scarborough.gov.uk/default.aspx?page=7134) Whereas -
the Scarborough town centre, centre is open in low season
(November to March) Monday to Saturday 9:30am till 5:00pm.
(Source: http://www.scarborough.gov.uk/default.aspx?page:7134)
Tandibility is whether or not a product or service can be taken

.away. At the Crown Spa Hotel they have tangible and intangible
products. The tangible products that the Crown Spa Hotel offers are
the things such as the rooms and facilities, like the swimming pool.
This is due to customers being able to touch and handle them.
However the Hotel also has intangible products/services. This is in
the sense that customers have an ‘experience’ whilst staying at the
hotel. This is through the way in which the staff provide customer
service and the way in which the customers remember being there.
In comparison the Tourist Information Centre have intangible
services in the form that they are providing a service to the public,
giving them advice about the area. But they also have intangible
products such as guidebooks..

Perishability is whether the products/services are only available for
a certain period of time. At the Crown Spa Hotel this is very
important and hugely affects them. This is due to if they don't sell a
room for the night then it perishes, as that night can never be sold
again. So they would rather sell if for less money, then losing out
on that night completely. In Comparison the Tourist Information
Centre is offering service all year round. However when looking at
selling accommodation they too have the same problem as the
Crown Spa Hotel, but as it is not actually their business, they are
just promoting the accommodation they cant actually change the
prices them selves.




Current issues affecting the Travel and Tourism industry: - Human
resource staff must always be aware of any current issues that
could be affecting the industry that effects their organisation. Some
examples that organisations have to be aware of which are
currently affecting the industry, is growth of online operations, the
emergence of home-based working and the credit crunch. (Source:
A2 Level Travel and Tourism book)

The main current issue that is affecting the Crown Spa Hotel is
the credit crunch. This is becoming a big issue in the country
affecting all types of people. Due to this people are becoming
stricter with the spending of their money. This can cause less
people to go on holiday. If this happens at the Crown Spa Hotel
they will be forced to reduce their staff, as the hotel wont be busy
enough to keep all the staff on. The Tourist Information Centres
main issue is again the credit crunch for the same reasons as the
Crown Spa Hotel. If there are less people using their booking
system, less hotels are going to want to advertise with them and
the Tourist Information Centre will lose money. Also like the Crown
Spa Hotel is there is a lot less work they may need to start Iaymg
people off to cover their costs. :

Internal factors are mfluences that are within the control of the
organisation,

Absenteeism and sickness rates: - Within an organisation the
human resource manager is able to monitor the amount of absences
and sickness rates.

At the Crown Spa Hotel they have very low absenteersm and
sickness rates so this isn't currently an issue. (Source: -
See Appendix 1) If they did start to get a high absenteeism and
sickness rate they would find out which members of staff were not
attending work and deal with them appropriately. This would
include hearing why they have been absent and if there were a
- genuine reason and they were sick then sickness pay and release
- would be discussed. However if the person was not genuinely ill and
was skiving then they would get a warning or just be fired. In
contrast the Tourist Information Centre has a very hlgh
absenteeism and sickness rate. (Source: . - See
Appendix 2) This is quite unfortunate for the business due to it
costing them more money to hire new staff whilst paying the staff
on sickness leave. This would indicate that their recruitment
procedures are not picking out appropriate staff or that the staff are
not well motivated. This could be because of the work or the way
the workers perceive they are treated.

Levels of staff motivation: - It is important that an organisations
staff is motivated. If they are motivated they are more likely to do



their job better and with more enthusiasm, as they are happier. An
organisation can do this in a number of ways from just treating
them with respect and to bonuses for working well,

At the Crown Spa Hotel they treat all their staff in a good manner‘
and with respect, this makes the staff happier whilst working.
(Source: . 3ee Appendix 1) They also give a number of
incentives, for example they let them use the facilities of the hotel
including swimming pool and gym. They also have what they call a
‘traffic light system’. This is where they will give the staff a colour
next to their name. Green if they are working well and have had
their training for everything. They have amber if they are working
well, but need certain training for different areas and red is there is
something wrong with them, for example continuously turning up
late. (Source: . y — See Appendix 1) This helps them see
who is eligible for promotions and pay rises. Whereas at the Tourist
Information Centre they have the same concept of treating there
staff with respect and in a good manner, which in return makes the’
staff happier to be working there. However they have a different
system, which works in appraisal recommendations. (Source:”  __,
£, : )~ See Appendix 2) This is where they have an annual
meeting to discuss their progress and discuss targets, which they
have met, and new ones they could meet. From this they can see
how well the employees are working and if they deserve pay rises
etc. Also a good thing about the Tourist Information Centres is that
they are very flexible on the hours. This can be appealing to people
with children, as they may need flexibility to comply with the needs
of their family.

The organisational structure, and designated staff roles and
responsibilities: - All organisations have a structure in which they
have their staff, this is normally based and a hierarchy where clear
lines of management and supervision are set out. This happens at
the Crown Spa Hotel, they have a hierarchy of staff. This has
different managers and supervisors to ensure the staff is
organisation all know their responsibilities and roles. This is to
ensure the organisation runs smoothly and everyone knows what
they are needed to do. (Source: -~ See Appendix 1) The
tourist information Centre also has a hierarchy system in place. It
isn't as structured as the Crown Spa hotel, but it is so people know
who the managers are then the supervisors etc. From this people
know all their roles and responsibilities, the higher you are on a
hierarchy the more responsibilities you have.

Response to customer trends in terms of products/service: - This
forms an important aspect of human resource planning. Within the
travel and tourism industry customer trends are ever changing and
demands from staff a high degree of flexibility. At the Crown Spa
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hotel they have complied with customer trends. As they have
worked hard to make the hotel a four star, which emphasises
customer’s needs of leisure, they have also included a newer gym
and added facilities within the pool and sauna: (Source: )

- See Appendix 1) Also to provide a higher quality customer service
they provide their staff with special training to give the staff high
guality communication and interpersonal skills, which is requ:red to
comply with the customer trends. (Source:

Appendix 1) The tourist information centre too has special training
for their staff, which helps comply with the ever changing customer
demands. (Source: . _Jp- See Appendix 2) The staff
has customer service training and telephone training. Also they
regularly are updated on events and shows etc, within the area’

Staff turnover: - This is the amount of staff change within an
organisation. If there is a little staff turnover then it usually means
that the staff are happy in their jobs and don‘t want to move on.
This benefits the organisation, as they don't have to waste time
continuously looking for and training staff, also this costs a lot of
money to do.
At the Crown Spa Hotel they have a really low staff turnover within
the organisation. (Source: ~ See Appendix 1) This is
really good for the hotel as they can focus on the staff they have
got within the organisation instead of constantly having to look for
new staff to replace the staff that is leaving. Also it shows that the
employees are happy within the Crown Spa Hotel and are wiling to
work there for long periods of time. In comparison the Tourist
mformat;on Centre have a high staff turnover rate. (Source: .

- — See Appendix 2) This makes the business having to
practically always be hiring and training new staff. From the
employees last year, out of 40 employees only 6 still remainy
(Source: Ki : .= See Appendix 2) This could mean that
the organisation may need to look at how they are treating staff
and find out why so many people don't stay with the organisation
for long. They could do this by using an anonymous questionnaire
to past employees asking what the organisation could have done to
make them want to continue working for them. From this
information they could then analyse and see what they could
improve upon. Also if they offered incentives to the employees,
such as gifts or bonuses for working well. By doing small things like
that then staff are really more obliged to work harder and enjoy
their work, as they are being rewarded.

Both organisations have their own values and attitudes in relation to
HR planning and management. At the Crown Spa Hotel the HR
manager, Vicky Riley believes it's very important to plan. This is
because so many organisations costs are the single largest cost.
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(Sou.._. . | . - See Appendix 1) So itis a lot cheaper to
retain employees through adequate training and development, than
it is through constantly having to advertise for staff and constantly
training. For the Crown Spa hotel it costs them roughly £3000 to
recruit a manager and £1500 to recruit a supervisor. (Source!

See Appendix 1) So it is very beneficial for the organisation
to keep their staff as it saves them a lot of money. For the staff a
lot of planning has to go into it. The manager has to break down
how many hours of work they have to offer and then how many
people they can offer it to. She then has to break down the hours
available into the different skill set, for example waitress or
supervisor. They then have to calculate the hours available for each
set, then from this they need to make a choice as to the balance of
full time workers and part time workers. They are able to get a
resource plan from this, the Crown Spa use databases and
spreadsheets to keep on top of their planning. (Source:
- See Appendix 1) From planning they are able to increase service
and delivery, without the planning they believe they would never
have been able to get their 4" star. In comparison the Tourist
information centre also have good attitudes to HR planning and
management. They have different targets that they have to try and
comply with. For example they have different targets for the
amount of accommodation they book and have particular sales
targets, this is so they try and make enough money and are sticking
to the target the that the council has set them to achieve. Another
thing they look at is their own service level. They want to make
sure they have a good service for the public. They try and do this
especially through their call centres, their target is to stay above
80% of called answered within 90 seconds. (Source -

.. See Appendix 2) Like the Crown Spa Hotel they have
the appropriate amount of staff and try to keep them. To see if they
have the correct amount of staff they use a foot fall, (Source;

See Appendix 2) which enables them to see the
volume of visitors that go to the centre, this helps to see how many
staff are needed to comply with the amount of visitors. They also
look as data to do with the costs a service is divided by the amount
of visitors that use it. (Sout : - See Appendix 2)
This will show them if it is beneficial to have this service or if it is
wasted money. They also look to see how much income they make
per visitor by using the amount of income divided by the number of
visitors. From thas data they are able to plan and mange their staff,
(Source: = - “2e Appendix 2)

In conclusion both organisations have good PR planning, values
and attitudes. They both deal well with the labour market and make
the best with planning and managing their staff. Some factors are
more important to the Crown Spa Hotel as it is a profit maximising

12



organisation, such as the location of the Crown Spa Hotel is
important as they need to be in a place that will attract more
custom to keep the organisation a good profit making business.
Whereas the Tourist Information Centre is public so they don't have
to worry as much about certain factors as they are their to provide
a service to the public and are funded by the government, so
therefore don't need to solely depend on customers income.
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AO2 -

A plan for the
recruitment and
selection process for a
receptionist at the
Crown Spa Hotel



AQZ2 - Recommendation for a selection process
at Crown Spa Hotel

Before an organisation hires new staff they go through a number of
different processes.

They conduct regular needs analyses, which will inform the
organisation of any decisions to take on more staff or need less
staff. This is very important for an organisation as it identifies how
they can effectively plan their staffing levels. Jt identifies changes in
job roles, where the organisation changes the job roles of the
employees to give them a more diverse workload. Also they can
identify natural wastage, which is a result of resignation,
retirement, internal promotion or disciplinary dismissal, they can
then decide whether or not to fill these vacancies. This is important
to the Crown Spa Hotel as they are a profit making efficiency
organisation and will want to identify as many possible areas, which
can make the business more successful. To make the staff able to
change job roles it could help with the staffing within the different
sectors throughout the hotel and would be beneficial to them as the
employees could change job roles to best suit the hotel at any g:ven
time.

A needs analysis would be carried out at the Crown Spa Hotel to
identify if there was a need for a new receptionist. This would be
done through identifying the number of staff in reception required
as well as enabling the human resource department to distinguish
the type of skills needed for the job role. They will need to analyse
the current staffing, how many staff is avaltab|e how many hours
are required to be worked. From finding this out they can then see
if they have enough staff to be able to meet the shortfall. Then it
would need to be analysed if they have the correct skills and have
the correct training for the job that is needed to be done. From this
they would have to decide whether they would train up staff they
already have to do the receptionist job. Or whether it would be
better to hire someone new.” From doing this the organisation can
see if they need to hire staff, have the right amount of staff or if
they have too many staff. If they find out there is the right amount
of staff they don't need to do anything. If there is too many staff
then they need to go through reducing. But if they discover there is
not enough staff then they need to go through the process of
recruitment. Due to employment costs being the single largest cost
in many organisations a lot of planning goes into deciding exactly
what job they have to offer, how many people it is for, how many
hours they have to offer and whether it will be a full time or part
time position. So from analysing all the needs they can come to the
conclusion that the only solution is to recruit a new receptionist.
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Need analysis guestions

Yes

No

Solutions

1. Is there a vacancy?

2. Are there any internal
staff members available?

Yes —~ Need to recruit
whether internal or
external.

No - No recruitment
necessary

3. Can any staff members
within the department
cover the vacancy hours?

Yes - It is then
needed to see if any
current staff within
the department can
fill the vacancy

No - External
recruitment is
required

Yes — No recruitment
is needed, current
staff members can
share out the vacant
hours.

No - External
recruitment is
required.

‘4, Do they need training?

Yes — Then they need
to provide training
before or during the
job.

No - No more training
is required.

5. Do they have the skills
and qualities necessary for
the job?

Yes — They are
suitable for the job
No - They may not
be suitable but
training may be
needed to heip them
more suitable.

6. Does the existing job
role need to be changed?

Yes ~ The job role
needs to be
reassessed and
changed to suit the
organisations needs.
No - The job role can
be left the same.

7. Do the existing terms
and conditions need to be
changed?

Yes — The terms and
conditions need to be
reassessed and
changed to suit the
organisations needs.
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A"‘"(f) 9. 2

'« No - The terms and
conditions can be left
the same.

From doing a needs analysis for the Crown Spa Hotel it has come to
the conclusion that external recruitment is required as there is no
internal staff available to fill the vacant hours.

Once the vacancy is established it is usual for the human resource
department to produce a range of supporting documentation to
identify what the job consists of and the main traits the selected
candidate will possess.

The first document that is needed to be done is a job description
for the vacant job. A job description is a written documentation that
sets out the overall objectives of the job, the main activities or
duties it entails and the responsibility the job entails. When the job
description is sent out to potential applicants it often includes
information relating to the training and professional opportunities
within the job. The main reasoning behind a job description is so it
provides a framework to the applicant on all the specific tasks and
duties the job involves.

After a job description is written a person specification needs to
be done. This is a document that specifies the educational
background, training, qualifications and experience a potential
applicant will require in order to be able to get the job. There are
normally two types or requirements, Then essential characteristics,
which an applicant must have, e.g. staff management skills.
Desirable qualities, which are not essential for the job, but the
company would like their staff to possess, e.g. language skills in
Spanish, So an applicant would have a better chance if they had
desirable qualities as well as essential. The main purposes of the
person specification are to allow applicants to determine whether
they possess the necessary experience, qualifications and skills
essential for the job. Also to provide interviewers with a set of
selection criteria. This helps the company try and target the right
sort of person they want working for them.

Once the job description and the person specification have been
written and put into a document for release. The human resource
department would usually prepare a job advertisement to attract
applicants for the job. This is normally done in the form of a poster,
which is advertising the job vacancy. The decision about where to
put the advert is normally the most important. For the Crown Spa
Hotel they are most likely to put it in local newspapers, the job
centre and also advertised on the Crown Spa hotel’s website, As the
Crown Spa hotel mostly attracts local personnel it would be
pointless advertising in other national newspapers etc as it would be
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unlikely people would want to travel that far to work. On the job
advert there is just the main details of the vacancy. This includes
name and brief details of employer, it is important to include a brief
synopsis of what the organisation actually does. Job and duties, this
provides some indication on what the job entails. Competency
profile, this lets the applicant know if there are any certain skills,
experience or training that is needed. Salary details, although some
employees are reluctant to declare the salary, many more potentia
applicants apply if it does state it. Also there are contact details so
they can find out more about the job and collect application forms.

After all of the above has been done and the filied in application
forms have been returned it is then the start of the interview
process. This is when the company go through the applicants and
see which people they would consider inviting to an interview. This
is then condensed to a short list for applicants who may meet the
person specification, these applicants are sent a letter inviting them
to an interview.

The applicants who were not successful in getting an interview
were sent a different letter to, thanking them for their application
form but had not been successful in getting an interview. Before
the interview the company will decide upon some standard
questions that they will ask each applicant. These could include;

« Why do you feel you would be good for this job?

o Why should we hire you?

e Tell me about a time when you successfully conveyed your
ideas to an individual or group so that they were able to
understand and retain the message.

« How do you manage your own time and objectives?

e Describe for me a situation where you were required to gather
a large amount of data, to analyse it objectively and to make
a decision or a recommendation based on the results.

o Describe a time when you had to work exceptionally hard to
provide great service to a customer or client. What did you do

and what was the outcome.

« Tell us about a situation in which you took the extra step for a
customer

e Tell us about your clerical experience

Other aspects of the interview may include different problem solving
or customer service related activities. These couid include a
scenario in which you would have to deal with within the job, so the
company can see how you would handle it.

17



These types of activities could be included as part of a group
interview so the company can see how you react with other people
and how you would deal with different situations. Some companies
may also include a short numeracy or literacy test to see your skills
in those areas.

After the interview process is over it is then time for the company to
then look back over the interview applicants and decide upon the
best candidate for the job. When this has been decided upon a
letter will be sent out to all the applicants who weren’t successful
this time in getting the job.

Then a different letter will be distributed to the successful applicant
offering them the job.
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\Dq_you have the experience of

putting the customer first and
dream of working in a 4%
Hotel??

Then this job may be for you!

Job title: trainee receptionist
Salary: £8 000 - £10 000
Location: Crown Spa hotel, Scarborough
Working hours: 37.5 hours per week

Purpose of the role: To provide the guest with an
efficient and friendly welcome and departure,
while ensuring the department operates in an
organised manner.

To apply: Application forms are available to
download from the website
www.crownspahotel/jobvacencies.com

Contact by telephone: (01723) 372111 - Vicky
Riley, Human resource manager

Closing date: 1st December 2008



Job description

Trainee receptionist

Job title; trainee receptionist

Salary: £8 000 - £10 000

Location: Crown Spa hotel, Scarborough

Department: Sales and marketing

Working hours: 37.5 hours per week (however additional hours may
be reguired during busier periods)

Purpose of the role: To provide the guest with an efficient and
friendly welcome and departure, while ensuring the department
operates in an organised manner,

Main Roles:

e Greeting all customers on arrival

» Checking in and out guests

Answering the telephone, dealing with or redirecting

enquiries.

Use of relevant ICT

Handle general enquiries referring where necessary.

Taking messages

To forward all sales leads to relevant departments and

personnel

Responsible for cash handling and correct reconciliation

Responsible for site security arrangements

+« Ensure a smooth operation of all internal and external
postal activities

» Effective liaison with other colleagues and departments
required

s Perform any other duties/projects at other locations as
required by any member of the management team

. @

You will be reporting to your line manager: s
You will also be reporting to the human resource manager:

R
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Person Specification

Trainee receptionist

This person specification sets out the various criteria, which are
essential, or desirable for the post and by which we will assess your
application.

Qualifications/Experience:
Essential: _

» Minimum of 4 x 0 level/GCSE passes or equivalent
including maths and English

« Experience of working in a customer facing environment

Desirable:

s Experience of successful cost management

¢« A minimum of one years experience of working as a
receptionist or other equivalent level within a
hotel/hospitality related environment

o+ Computer literate with experience of Microsoft Office,
email and internet

Skills and abilities:
Essential:

e Ability to be a flexible and co-operative member of a
team.

o Good telephone manner.

Ability to communicate effectively both verbally and in
writing.

o Ability to take notes at meetings and produce concise,
accurate minutes.

o Ability to use initiative and apply sound decision making
skills whilst understanding that some matters need to be
referred to others.

» Ability to work under pressure and effectively manage
stress

Desirable:
» A second language.
Attitude:
Essential:

» Excellent team player

e Fit and healthy

o Excellent personal presentation

e Emotional maturity and stability

» Good personal time management

Desirable:
+ High attention to detail
o Creativity and innovation
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AQO3 -

A report on the
preparation and
performance at a job
interview for a resort
representative



AQ3 - Evidence of your participation as a candidate for an interview '}
" for a travel and Tourism related job for which yvou are being
interviewed Lo

Before my interview if have done some research into the
requirements for a job working as an 18 - 30 representative and
their company.
The company behind the 18 - 30's is Thomas Cook. Thomas Cook is
one of the leading tour operators in the tourism industry with many
different companies within the company of Thomas Cook. Thomas
Cook has been around for over 160 years. It first started out with
just trips being organised for people in the in early 1840s, it then
developed from just trips into different excursions venturing further
and further a field. Thomas cook is now the second largest Leisure
travel group with a total of 19,000 employees. It has also now
recently merged into MyTravel so that it is one big company. The
company now has a total of 45 aircrafts in the UK and Ireland and a
‘network of 400 high street stores. They also own some of the
worlds leading travel brands such as Club 18-30, direct holidays,
Sun world Holidays and Sunset. (See appendix 3 for full research)
The club 18 - 30 company has been around since 1965. It
specialises in holidays for people between the ages of 18-30.
Offering destinations such as Ibiza, Tenerife, Cyprus, Greek islands
and Spanish islands and is now offering long haul destinations to
Cancun in Mexico. The price range for club 18-30 is between 300-
500 pounds depending on where you are staying etc. (See appendix
3 for full research)

There is a range of different types of representatives you can be
whilst working within the Thomas Cook Company. There are
Style Representatives, Style was founded in 1991 as a specialist
tour operator for inspirationatl villas and handpicked apartments.
Escapades Representatives, who are for the lively club holidays.
Transfer Representatives, who are transferring the customers to
and from the airport. Entertainment Representatives, they are in
charge of doing all the daytime activities and night entertainment,
Then finally you could be a Children’s Representative, where you
look after children within children clubs. (See appendix 3 for full
research) |

1 also looked into what woulid be expected of me if I were to be a
representative. The main responsibilities of a holiday representative
would be answering customer’s problems, completing paperwork,
poolside duties, selling events, conducting welcome meetings,
organising entertainment, transferring guests and performing in
cabarets/ shows. (See appendix 3 for full research)
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There are some added benefits from working as a representative for
Thomas Cook, including being able to earn commission as well as
getting a weekly salary, full medical and personal experience and an
award winning residential training course and regular in resort
training sessions. After the contract has run out there are many
opportunities that you can go into after the season has finished, For
example
» Working in Thomas Cook retail shop near your home
+ QOverseas representative in winter destinations
« Working in Thomas Cook offices in Bradford and
Peterborough
So Thomas Cook not only is one of the main leading companies
they offer great opportunities too after being a representative.
(See appendix 3 for full research)
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AQ3 — Pre Interview

To apply for the job I filled out an 18-30’s application form and sent
it in, along with my current CV and a letter briefly explaining why I
would be a good candidate for the job. It is a good idea to give your
CV in as well so the interviewer will know some more background
knowledge on what you have been doing. Also by including a short
letter it shows you are enthusiastic about the job and are really
trying to show you are good to do it.

~
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Ms L Tayior
HRM Director

Club 18 - 30
Russel Square
London

SW1 H2

28t October 2008

;l 5;'
S . Fea f‘

Dear Ms Taylor,
I am writing in regards tos-m;"“’recent conversation
with you about your advert for recruiting;reps in the summer of
2009. I feel that this is a job that will suit-me very well. I am
currently studying a double A level in travel and tourism alongside
an A level in psychology. I then plan £o go on to university after a
year out.

I feel I am well suited to a job as a representative in the club 18 -
30. This is due to me being a very outgoing person with a bubbly

personality. I will take on whatever challenge is given to me with

enthusiasm and have the ability to think on my feet.

I am currently working in a restaurant where I have been for 2
years, from this work I have had to deal with a variety of different
customers and built up valuable communication skills.

From studying trave!l and tourism I have learnt about working
overseas which will help me in a job like this as I have already had
role play experience as I have had to conduct certain aspects such
as a welcome meeting. From doing role-plays like this I have built
on my management and organisation skills that I feel are valuable
when doing this job.

I hope to have the opportunity to meet you and discuss the job
further at an interview.

Yours Sincerely,

ENC



Personal profile

Outgoing and confident person who brings enthusiasm to whatever challenge is
handed to me. Able to deal with different situations calmly and efficiently with the
ability to think on my feet. A caring individual who is eager to experience new levels
of understanding with the capability to learn new things quickly. o
Current Employment

Golden Grid

Deal with customers, cash handle, close and open up, deal with suppliers.
Education

107-9)
AS levels Subject Resuit
' Double award travel and | B/B
) tourism '
Psychology B
General Studies 1D
A level Double award travel and B/B
tourism 1
Psychology , B
) General Studies D

|
|

GCSE Subject
English Language
Textiles
History
English Media
| Maths
| Art

Science

Personal interests

Gym

Kick Boxing

Looking into Salsa dancing

Looking into learning a second language
References

Py
o
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=
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New i8-30RepAppForm_1COLOUR_WHITE:Layout 1 2/10/08 15:50 tfj€'3

Welcome to the first step in applying for the
enviable position of Club 18-30 Representative.

As aClut 18-30 rep or ermploged as part of our administration team you wilk be
recuirec 1o work hard, sometimes long or unusual hours, you will have Lo think on your
feel and problerm sobve using your initiative bul most of all youll have 1o perform all
of Lhese dulies and more with a big smile, boundless eneray and a positive altitude.
Rermember Club 18-50 reps are among the best in the busingss and should

your application be succesiull you will be: joining a tight knit team of

knowledgeable, harch working professionals, each one dedicated and ready to drop
anything ai a mements notice:

Are youup to it?

Personal Details
Forename Q - N'D
Surname C — j

Permanent add:ress
(
(

; o mporary) until [ . J

Home phone (

Maobile Phone C

’_--—-\

I Pleaseattacha |
I recent, passport
| sized photo here I

| {applications without i
a photo will not
' be processed) ,

Position applied for:

Club 18-30 Representative .
Full Representative .
Administration staff . -{H

Available from -
- G

‘ationality ‘ ) w

{ Nurnber
Varital Status
Passpori No.

Full UK driving Licence? Yes O
No @
vatid from: )

Ut C_

)

Where did you hear about our recruitment campaign? ( nrerrnelr
Languages b e

Do you speak any other languages than PR

your own? If 5o use this space to state ]

languages spoken and your fluency in them 5




New 18~30RephppForm 1COLOUR WAITE:Layout 1 2/10/08  15:50 Ergez

About you

Why do you want to work for Club 48-302

i - —

F'Q.ﬂ"\ Cwvery  nreesied v woerkane ol Cluw 8- 30

, L feel W\e _posen  yewedesS el (Egm Yooy
qralficariens ,cmc,i coueel  nrentens . b uocdd
peel ko gealt  pefsenol  cnalenge, %hrwdh
LY c\esu-e SMo L nelp. . pecile. wandel el violuday -
L peel (o nove  a ok o gue. WAe . anadusihve].

Why should we pick you?

K

dam vergq  ovaoid and _Prendly  ger uwell
~OfRoMSed_conch alohl e e Sa W ¢ Ve la ] .__kn\c,\.ﬂv'@
RV AN (Yo U O io VS o7 o SURTY. -] LU W1k x4 TV W o U geloTaa b i..feel
O Nk BareSs fo. Ealid ang c,r\cwuncje
Hr\ean”\c\q ,,,cca@'mn*f e W\W\ Lo o a8 ro ueepd.
Goceol o nead and  \ock B ofhels O&gpka pc;mk ,
Of . Miguo o F_r.,e.i V5. very. tmp(‘:f‘h}f’\jf R

W/hat do you think the job entails?

Pamaldld pacdcune, . sufe. e chents . ad@. . uoel . looked
albrel  and et cor ooy PRISENS. | TVRE NG Oese -
o QAN _end  poenclQole N ARRR/eAY _aCAnnes.
Too PN cnd  ceaatt  uoflcopme m@ehnf’)s o de
e e feguiied | podpereck. e

Which resort do you think best suits your personality? ( TQ;Y’\Q/_C\“B{; ““““ )
Why?

.

SR
BTG TE AN beux;é meskil o an. gnghsn_Jescot Astend L
e promon® oo AR woodd _we  perfect Los
e e, v Teel VLo e e VYo conctoeh
Congse o wvee o centfct  pnconed oncd ko eMo KD

S0 VM PRASCOS S,

e
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5. Disability
a) do you consider yourself to have a disability under
the Disability Discriminations Act 19957

Yes O MNo
if yes, please give details below

b} do you feel you would require any special
adaptations/equipment for the advertised post?

Yes O No @/

If yes, please give details below

¢) do you feel you would require any special

arrangements if invited for an iyw?
Yes O No

If yes, please give details below

Thank you for taking the time to
complete this smail form, it is
part of Club 18-30% ongoing
commitment to provide equal

opportunities for all job
applicants regardiess of age,
race or physical abitity.

Admin positions only

Please give details of experience and knowledge
of the following:

MS Word

MS Excel e

e-rnail

Please give an example of when you have had to meel
deadlines (you can use a seperate sheet if more space is
required)

Declaration:

We must inform you that your detaits may be kept on file
or computer by the Thamas Cook Group, both inside and
outside of the EU.t consent to the company processing
the information within this application and in the event
that | am offered and | accept employment with the
company, that all personal information relating to the
emplogment will be held in accordance with the
provisions of the Data Proteciion Act 1998,

| understand that the completion of this form does

not guarsntee employment. [ certify that all the
information given on this form is true and accept that any
mis-statements or supression of information requested
may mean the cancellation of any sppointment. All job
offers are made subject to the receipt of references
which are satisfactory to the company.

ey
ooic D

Please return this application form to;

Club 18-30 Recruitment, Parkway 2, 300 Princess
Road, Manchester, M14 7QU

Or email; recruitment@club18-30.com

(L



N

New_18-30RepAppForm_1COLOUR WHITE:Layout 1 2/10/08 15: 50{;1?9 4

Education

Secondary School ()_ e ~ )

Date from C S(ZOYGMW el ) to C:SYUL‘“"\ ool )

subjects / Qualifications / Grades

L Boghsn \C’(\SQ%*Q . £ W

2. ..____..E.n%\_x_:m _AVSCALCA o _

s o Senene o i (,T . e e
NS %

PO\ AX

College (_.__-

Date from (56{)\'@‘/\‘9—@/ et ”wm) to C }-/\(,L\,,\‘ "LCEJQ .

Subjects / Qualifications / Grades

Lol x Voonsoy 3% s e
2 Osqc;nc\ocoﬁ A5 e s o e e
Genercd | SL\’\JOLQS s

University ( . )
Date from ( ) to ( _)

Subjects / Quatifications / Grades

[

O e i A L

ES TP SR - 7 s
4. s v .. B, e i

Please give any details of any olher qualifications /achievements /hobbies & skills (e.g. first aid, sales experience etc) that would be
relevant 1o the role of Club 18-30 rep or office administrator

- ™\

Feonn. claug o brmase _cnd YOuAs. L course L onoa2

_____..requ\,z’ed LERPONACALO AN N pmn,ccml S\ QP
LoNG fof | examn(he L incase  OWanech: cenowxked o

L RLConL | N\QM’U\S , mcl o Rour, R

Gom LOCAUAT T BLSTONMMG/ | SEOUCL. L e, Vequved

L SwARAS M\—W\ Mu’g Aty ccmn\wr_s anch anrense
,N\u\ {Y\U.u("\ ‘Nato\'.)t.,{__._ A\S. %u/\f) »(,Lcw bc:»cm(j LNV\\QIA
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Ceneral

Have you traveled abroad in the last § years? if s0 please list destination, month and year.

. _Coska. Rova 2oay . _Tenen Pe 7oy

o ~Mogeicd | Lo
, Eeerteventun  Towb

Lo Tenenle 2ok . o
With which tour operators? ((V\o,un\\:l‘ Tromgen  +  Thomay CeeM )

Health

How would you describe the general condition of your health?

fe

Do you have any physical condition which would limit your ability to perform the particular job you are applying for?

Yes () No ©/

Do you suffer from any re-occuring injury or illness?

Yes () No @/ 13-

i you answered yes to either of the above questions please provide further details on a seperate sheet

Convictions

Have you ever had any proceedings issued against you {either civil or criminal)?
Yes (O No (o~

If you answered yes you are required to give details on a seperate sheet as the post for which you are
applying may be exempt from the provisions of section 4 (2) of the rehabilitation of offenders act
1974 (exemptions) 1975

Do you have any cases against you pending?

Yes () No (j/

Referees

Piease give the names of 2 recent work referees

Name 1. ( %_) Name 2. (

Company " * o) Comnpany

Job Title | DT

Adidress e a N ) Address R
C
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Employment history

)

Current Position (e LivesS )
From To ( Dresent )
Sery (o o han?)

Key responsibilities @&@§M"m£&ﬁd)
(crdes | youny food oo )
Reason for leaving  (( as [ A )

o )
Notice period reqd. (AM;__‘*)

Previous employment

Employer (

Emploger
Prev. Position 1. (Se25 odwAse’ )
From (Zls{eT ) 1o (15/(0/e
Satary peaad o o

Key responsitilities

LM__QQQ

Employer Cﬁwwmﬂwmw;'—_—)
Prev.Position2. ) —*‘:«—)

From

oo, ( )
Key responsibilities Q )

“ )
Emploger (— )

Prev. Position 3. (u_mﬂ,uué__w)

To ( ___Ww_j
Salary ( )

Key responsibilities wa,.__.w_.vwwu)

C | )

1.3.‘"‘__.5.

P ren

To be retained by office

RECRUITMENT MONITORING FORM

Ihe compary operates an Egual Opportunities

Policy and airns 1o give Tull and {air consideration to all
current and potential ermployees. Inmoniloring the
effecliveness of this policy we would be gratefl if you
would complele this form

This information will be treated as confidential ancd will
not be used as part of the selection process
- it will be used solely for monitoring purposes.

Please be assured that if you do not wish Lo answer any
question(s), this will not affect your application in ang way

I am applying for the position of

Department ( e e et ot

R

N NS

~Surname (

N

Foremarnefs) (

1. Ethnic origin

| would describe myself as (please tick one)

White O Irish O
Inclian O Bangladeshi @
Pakistani (O Black Caribbean O
Black African O Black other O
Chinese QO  Other Q

if "other” plesse specily below.

2. Gender
My genderis.  Male O Female O

3. Age

My date of birth is: ( o

4. Marital status

~ Single O Married O Other O

Frarf
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Before the interview I have looked at the job advert, (See appendix
4) job description (See appendix 5)and person specification (see
appendix 6) From doing this I am able to see that I am capable of
all the necessary requirements as well as some of the desired.

Meeting guests at the airport — I feel that this duty would be one
that I could deal with quite easily as I feel that I am a friendly
person who would be very welcoming to new arrivals. Which is good
for this job as you will be the first person they see from the tour
operator and will want to make a good impression.

Escorting guests to their accommodation - This would again be a
good enjoyable duty as it's a chance for me to speak to the new
guests and provide them with necessary information. I could do this
because I am quite a confident person and can easily talk to new
people.

QOrganising and hosting welcome meetings — With this duty I think it
would take a bit of practice to get it perfect, but as I'm quite a
perfectionist 1 feel that I would be able to organise one well with
hard work and to pull it off effectively. When it came to speaking I
think I would be a bit nervous first, especially if it was a lot of
people. But from experience at doing role play welcome meetings at
college and having to be in situations where I have spoke in front of
a larger amount of people I think I would be good.

Selling and organising resort excursions and other activities ~ 1
think from me being a friendly outgoing person who is quite
confident I am able to sell things quite easy, especially if it is an
activity/excursion that I personally enjoy. This applies for when 1
organise, if I enjoy it I will organise it a lot quicker. However what
ever it is I will put 100% effort into pulling it off.

Handling client issues - I think my experience from working in
restaurants and retail outlets will help me with this. As I have learnt
how to deal with complaints. I am able to calmly listen to the issue
and try and deal with the situation without being patronising or
getting angry. Form doing this it helps the customer remain calm
too.

Dealing with unforeseen problems —~ With this there is not a lot that
I could do if I was the representative. I would just have to remain
calm and continuously apologise. From my experience with working
in intense situations I think this would help me to keep calm and try
and sort the problem out as quickly as possible.
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Resolving any conflict with or between clients - This duty is again
like the previous two, I would have to remain calm and try and
resolve the issue effectively and fairly.

Establishing and maintaining relationships with local hoteliers - 1
think I would be able to do this due to being friendly and
approachable. I am able to easily get along with anyone, which
makes it easier when speaking to new people.

Maintaining an in-depth knowledge of the resort and local area — 1
would do this by learning all about the area and what the resort
offered. To make sure my information was up to date I would
continuously research to make sure my information was correct.

Keeping up to date with local events and activities — For this again I
would continuously research to make sure I was up to date. I could
do this from the internet or talking to locals in the resort.

Maintaining an in-depth knowledge of all excursions offered ~ Again
I would do this by continuously checking my information. I also
think I would be good at this as I have a good memory for that sort
of thing.

Accompanying customers on excursions and acting as a guide - 1
think I would be able to do this duty really well as I have good
enthusiasm, which I could use about the excursion and would be
able to make the excursion more exciting. This would be through
my outgoing and bubbly personality. I would also be good as a
guide as I would have made sure I knew enough information about
the excursion, as I needed.

Taking part in and organising daytime and evening entertainment -
Although I don’t have any special talents such as being a good
singer, I would really enjoy organising and taking part in the
entertainment. This is due to me being able to get everyone excited
and for the customers to fee!l involved and pride my self on making
sure they had a good time. ;

Checking hotel standards and safety procedures - This would be a
very important duty, which T would take very seriously as health,
and safety is a very important issue. :
Keeping basic accounts and records, and writing reports ~ As I like

to be organised I think I would be able to do this and keep on top of
all my written work that I would need to do.
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Outgoing - I believe I am an outgoing person as I am always ready
for a new challenge and will try anything.

Confident — Over the years I have grown in confidence due to a
mixture of different factors. For example in my A ~ levels T have
done a variety of practical projects, for example tour guide, where I
have needed to speak in front of large groups of people. This has
really helped me develop speaking clearly and confidently in front of
others. Also from working in a busy restaurant, I have had to be
confident in speaking to customers and have good product
knowledge of the food that they sell.

Enthusiasm - 1 try and be enthusiastic in everything that I do, even
if I am not too keen on it. If I am doing something I'm passionate
about, such as “repping” then I am automatically enthusiastic as 1

just put my all into it.

Think on my feet ~ From working in busy atmospheres with a range
of people and customers I have had to become accustomed to being
able to think on my feet. This is due to many different problems
arising that I have had to deal with there and then. For example
whilst working at Debenhams, if customers have come to me
complaining I have had to have the initiative to deal with it to the
best of my ability.

Deal with a wide range of problems - I feel I have the ability to be
able to deal with a range of different problems and situations. I am
able to stay calm and enable to keep the situation under control to
the best that I can.

Sense of humour — I would like to think that I have a good sense of
humour and seem to be able to make people laugh. I think this is
brought out in my personality when I speak to people and seem to
always be able to have a laugh with anyone,

Common sense - This is something that comes naturally to me, 1
show common sense in everything I do in day to day life. Whether it
is about major problems or just dealing with people.

Friendly and approachable - I believe I am a very approachable
person and am wiling to give anyone the time of day if they wish for
it. T will happily speak to all sorts of types of people and speak in a
friendly and happy way. .

Reliability - T would like to say I am a very reliable person, I am

always there if anyone needs my help or advice. I also show I am a
reliable person through working at the Golden Grid for around two
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years. If they are short staffed and ring me up last minute I make
sure I help and go in if I am able, also I always turn in for work
when I'm supposed to. I am not one for letting anyone down and
try and piease everyone.

Education — I have 8 GCSE’s all at grade C or higher. This is more
then is required, so it is an advantage above other applicants who
may not have as many. Also I have a double A level in travel and
tourism. From having these qualifications, especially two A levels in
travel and tourism gives me an advantage, as I know more about
the industry then people who haven’t gained such qualifications.

Team working - I feel that I am an excellent team player, this has
been shown through a number of things. I have learnt to work
extremely well as a team from the practical tasks I have done in my
A levels, for example the organisation of a guided tour with three
other pupils. I am able to be flexible within the team and do what is
needed to be done, whether its listen or lead.

Working under pressure — I have had to work under pressure from
different types of things. College really put the pressure on with the
amounts of work that needs to be done from all your subjects all at
the same time. This really needs you to be strict with yourself and
be able to meet all the deadlines. Also I worked under a different
type of pressure from having part time jobs. With different targets
which you need to try and meet. From being short staffed and doing
the job of two people and staying calm. Al these experiences have
helped me with the ability to work under pressure,

Work experience — From working in two different types of jobs I
have gained valuable work experience. I have worked in a big
department store with targets to meet, accounts to open, ordering
and stock counts. Then I have worked in a busy restaurant dealing
with all sorts of situations that arise. These situations have really
given me life skills that I will continue to use.

At every -interview there is always one guaranteed question, have
you got-any questions? So to prepare for this I have thought-about
some questions that I could ask in the interview.

1. What's the makeup of the team as far as experience?

2. What does this company value the most and how do you
think my work for you will further these values?

3. What do you think can I bring you to add value?
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4, What's the most important thing I can do to help within the
first 90 days of my employment?

5. Do you have any questions or concerns about my ability to
perform this job?

6. When key people ieave the company, why do they leave and
where do they usually go?

7. What potential do you see in me?

8. What do you think are my strongest assets and possible
weaknesses?

9. Do you have any concerns that I need to clear up in order to
be the top candidate?

10. What are the opportunities to advance within the
company?

11. Are there many opportunities to do further training?

Another way to make sure I'm completely prepared for the
interview is to look into some common questions that are asked in
an interview and have some answers already thought of and
rehearsed.

1. Why have you applied for this job?

I have applied for this job because I just basically can see it as a
perfect job for me. I love to travel and meet new people. I'm
very curious about new and different cultures and to be
completely out of my comfort zone. I feel that with this job I am
able to express my personality with everyone around me and
make sure everyone is having a great time. That is the most
important thing people are on holiday and they want to have a
great time.

2. Do you work better in a team or alone?
Well I feel that I'm very versatile and can work well in either
condition. I love working in a team whether it's big or small, but I ..
can work individually just as well, I'm able to adjust quite quickly
and will do what ever needs doing.

3. Can you work under pressure?
I believe that I have been able to work under pressure in the past. 1
am able to keep calm and mange the people around me if needs be
or get on and get the job done. From working in a busy restaurant I
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have had to be able to work with the pressure of doing five things
at once and not panicking. To be able to structure taking an order,
making drinks, taking drinks to a table, meals being ready to take,
helping others, taking over awkward tables to help less experienced
waitresses all at the same time, has made me be up for anything.

4, What skills do you think you will need for this job?
The main skills I think you need for a job like this is to have
excellent customer service. As the whole job is about interacting
with different customers you need to be able to communicate with
them really well. Other important factors are to be confident and
enthusiastic in everything that you do, especially when speaking to
customers. Also to be able to use your own inactive and think on
your feet. Another main part of the job is selling, so the skill of
being a good salesperson would be an advantage.

5. What do you know about the company?
Thomas Cook has been in business for over 160 years. It is one of
leading tour operators and has currently merged with MyTravel.
There are many branches within the company, including sunsail. '
The club 18-30 company have been around since 1965. It
specialises in holidays for people between the ages of 18-30.
Offering destinations such as Ibiza, Tenerife, Cyprus, Greek islands
and Spanish islands and is now offering tong haul destinations to
Cancun in Mexico. The price range for club 18-30 is between 300-
500 pounds depending on where you are staying etc.
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A03 -~ Post interview Analysis of performance

Preparation for the interview

Before the interview I tried to do some research into the company
and the job. I found out some information about the history of the
company itself, (See appendix 3) Thomas Cook but 1 found it quite
hard to find information on the history of the club 18 ~ 30 part. So 1
feel I knew some background knowledge of the company and was
able to speak a little about the Thomas Cook Company. However
feel I needed to be more prepared with some more background
information to enable me to speak in more depth about the
company.

I arrived 10 minutes early for both parts of the interview. The first
being at 9:00 so I arrived at 8:50. Then the second I arrived at
12:30 as my appointment was at 12:40 (see appendix 10). This
was to make sure that I would be on time for my interview. This is
good as it is important to be on time as it shows you are punctual
and serious about the job. For the interview I chose to wear black
trousers with a shirt and black cardigan. (See appendix 7) I feel this
was a good outfit for an interview as T was quite smartly presented.
However a trouser suit may have made me look more professional.
But i was unable to get one of those in time.

At the interview

I felt very nervous about the interview, as I always seem to say the
wrong things by accident. There were different parts throughout the
interview process where I felt more confident then others. When I
was asked to do the personal introduction I was quite nervous, but
once I started my confidence came. I tried to put across my
outgoing, friendly personality and try and include some humour,
(See appendix 9) I feel I managed to do this quite well as 1 had
never done anything like this before.

In the activity part of the interview I think I did quite well. We had
to read a series of problems that had occurred and discuss in small
groups what we would do and what is the most important. (see
appendix 11) I was able to confidently engage with the group and
put my opinions across. (See appendix 9) The hardest part about
doing the activity was trying to balance correctly the amount of

- leadership skills, listening and saying your opinion. As you need to
be able to do all those types of things. .

The part that T found the most difficuit was the one to one
interview with the interviewers. Some of the questions I was able to
answer quite well, for example the question about what skills would
make you a good representative. I gained full marks for this
question by explaining five good points. (See appendix 9) However
for many of the questions I was to brief. This included not
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explaining my answers in enough depth and not giving enough
points to talk about. When it came to asking the interviewers
questions at the end I asked about who would be checking my
progress and opportunities for promotion. I thought these were
good questions to ask, however the interviewers were looking for
three questions to be asked. So therefore I didn't receive maximum
marks for this part,

Overall conclusions about my performance

Overall I feel that I did quite well in the interview considering I
found it very nerve-racking, as I'm not one who tends to like
interviews at all. I feel that my appearance was very good. 1 looked
presentable and professional. My body language was very confidant
and showed that I was an open person through the way I stood and
held my self. (See appendix 8).

However I think that I needed to use a stronger eye contact with
the interviewers. I feel I lacked this as I was trying to look at both
the interviewers, which didn’t really work to my advantage as they
were sat apart. This may have come across as bad eye contact. Also
I think I could have smiled more, I believe that without realising I
hadn't smiled as much as I would have liked too. ‘This may have
come across that I'm not as friendly as I am.

[ think my strungest points were the personal introduction and
the problem solving activity. I feel this was due to me being able to
show my personality and felt more comfortable as other people
were around, therefore not quite as nerve racking. Also in the
problem solving I was able to show my initiative and as I work well
with others this was shown too. _

I feel my weakest point was the one to one interview. I am able
to think on my feet with all sorts of situations and can deal with
them. But when it comes to interviews and I get asked a question
on the spot my mind seems to go blank. Which then makes me
maore nervous and I'm not able to get my thoughts across. 1 think
this really showed in the interview, causing the interviewers to not
be able to see me for who I actually am.

Recommendations for the future

From analysing my performance at the interview there are a variety
of things that I couid improve upon and do differently if I were to do
it again. One of which would. be to be more prepared.in.general..
From this I feel that I needed to do some more background
research. I researched into the history of the Thomas Cook
Company itself, which was useful. However I needed to research
into all the different brands within the company. This would have
broadened my understanding of the whole company as well as
developing my research skills, which will help me when doing this.
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Another aspect that T would most definitely improve upon is to be
aware of my facial expressions. Whilst in the interview process I
believed that I was smiling. But this did not seem to be received by
the interviewer and commented that I needed to smile more. (See
appendix 9) So to improve this I will need to constantly think about
if I am actually smiling and put this across in my facial expressions,
smiling is very important as it makes you come across as a friendly
person.

The main thing I would do differently is the one to one interview. I
would try and be a lot calmer before going into it, rather then
working my self up and getting nervous. Also I need to personally
focus on training my ‘self to be more aware of the way in which
others are foreseeing my body language and facial expressions.
Some skills that i could develop which would help me throughout
the interview process would be my organisation, planning and the
way in which I communicate myself. From developing these skills 1
feel it would benefit me if I were to do the interview again.

From doing these small things I believe I could make my interview a
lot better if 1 were to do it again.
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Ao4 — Critical and comprehensive evaluation of the way the crown

spa hotel manages the training, motivation, performance and

discipline of its staff.

The Crown Spa hotel values their staff very highly. Their mission
statement states * by being an exemplary business consistently
achieving high scores in the investors in People award and creating
a organisational culture that enables people to exceed their own
expectations and our company’s through relevant training,
development and empowerment.” They believe that the better you
treat your staff the motivated that the staff will be and will provide
a better service for the hotel. “Staff are the most important

resource”’

- YB mapager.

Description of Induction Process |
When a new person is offered a job

they get offered it verbally and in a
letter. If they accept the position a
number of things follow in the induction
process. They will be sent a starter
pack including terms and conditions,
job description, handbock, starter form
and equal opportunities form. They will
be told when they will start. On the
first day the new personal will have a
hotel induction with ) ~ This
will include a tour of the entire hotel,
rules and regulation talk and health
and safety talk, showing where fire
exits are too. On the second day they
spend it in the department that they
will be working within. There the line
manager of that department will train
them. All new staff starts on g
temporary contract, which is based
upon the three-month probationary
period. This probation period is to see

| how well they fit into-the establishment--
and get on with the job. To check this
progress there is a meeting with the
line manager after one month, and
then there is a second meeting after 2
months. Then at the end of the third
month they will have a meeting with

__HR manager. Here is where |

Evaluation Of Induction Process |

The induction process is very important
to the new employee. The Crown Spa
Hotel does this really well. By sending
them a starter pack it gives the
employee time to look through the
terms and conditions, to study the job
and able to read the handbook. This is
good as they get some background
knowledge to what is expected of
them.

The one day induction with Vicky Riley
is really good. It shows that the new
employee is vaiued as the human
resource manager has taken time out
to show the employee around and
discuss the rules and regulations etc.
The probation period is a good thing to
do. It allows the company to be able to
assess how the new employee is doing.
From the meetings it gives the chance
for the employee to improve anything
that the company have recommended.

This then-enables them to be better.. .. .| ... |

which gives them a better chance of
staying on after the probationary
period.
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kept on and put onto a permanent
contract or if the company feel that -
they haven’t worked well or not fit in
and will be fired.

the employee will find out if they will be |

 Description of training

Evaluation of training

The Crown Spa Hotel takes a lot of time
in making sure that their staff are
highly trained. They have been given
the investors in people employer
award. This shows they have good
training. They have compulsory training
that all staff must do. This is health and
safety, fire safety training and welcome
host plus. Also there is other training
for different staff. For example the
kitchen staff would do food hyg:ene .
training.

At the Crown Spa they have the award
winning traffic light training scheme.
This is so they can see who has had
their full training, who has had some
and who hasn’t had any yet. This is
displayed publicly in the hotel so all the
employees can see it. The more
training a person volunteers for and
gains the more money they will get.
Within the 114 staff the Crown Spa
Hotel has, there are ten trained
trainers. This enables them to have in
house training. Also if certain people
ask for more training to gain a
qualification, if it benefits the company
they will pay for the employee to do a
course.

As it states in the vision statement, the
Crown Spa Hotel put a lot of effort into
training their staff to be the best of
their ability. The investor in people
award proves this. With them having
that award it may attract more people
wanting to work for the business as
they know the business values the staff
and their training. This benefits the
business as more people will want to
work for them.

The compulsory training is an
advantage as it gives all the staff a
chance to get some good training.
Such as health and safety and fire exit
training. 90% of the employees have
done the welcome host training, this is
extra training in customer service. The
traffic light system is a good way for
the company as well as the employees
to follow how well they are doing in the
amount of training that they have
done. With it being displayed pubilicly,
it will spure on those employees who
haven't got all the training available to
get some more training. This is so they
can be better, therefore if there are
promotions avaiiable then they will be
better trained then other employees,
thus making them a better person for
the promotion.

trainers it enables them to train their
staff easily with out having to send
them away on courses. This makes
training funds cheaper for the Crown
Spa Hotel, so they can spend more
money on other things for the
employees. However there are things

With the business having in house |
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the Crown Spa Hotel can do to improve

1 upon their training. Currently they do

not offer any apprenticeship schemes.
If they did this it may be a real help to
some employees and could attract
younger employees who would bring a
fresh look at the business and
ultimately the industry. Also they could
encourage more staff to do NVQs.
There are so many different courses
available that many of the staff could
do an NVQ, which would benefit the job
they are doing. To encourage this they
could give the employee day release to
a college or university with pay. This
would give the employee chance to .
learn whilst doing the job. Also with
the knowledge that the company are
behind them and will give them the
flexibility to go to a collage one day a
week will encourage them to do this.
However they are doing “bottom up”
training, this is where staff can ask to
do some external training to further
their career prospects. The Crown Spa
Hotel will pay for the course as it will
make their staff more trained and will
benefit them in the long run.

Another thing that they could do to
improve isto introduce a mentoring
schemé. This could be where a
member of staff who has been there
quite a while can help to look after and
show the new employee “the ropes”.
There could be separate ones in each
department. This could be a really
useful thing to do for the new staff. As
they get to meet someone who they
will be working with and be shown

--where the best place to go-for dinner-is-- |-

and what the job is like from the
perspective of another employee. From
doing this it gives the new employee
someone else to go too for help and
guidance other then their line
manager.
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 Description of motivation

Evaluation of motivation

The Crown Spa does a number of
things to motivate their staff. They
seem themselves as a fair employer. If
they treat their staff well then they will
be better motivated, which benefits the
business. They encourage their staff to
do well so they can progress up in the
organisation or out to another. They
have promotions; this is based on the
traffic light system. From that they can
see who is doing well and deserves a
promotion. With promotion comes pay
rises, which motivate people to do
better. Also with pay, the Crown Spa
Hotel claims to pay more than the
surrounding hotels. Supervisors get
paid 30 ~45p above national rate for
supervisors. Also the part time staff
gets paid the same as the full time staff
and they pay everyone on time.
Another thing they do which helps with
motivation is they have employee of
the month. If you win this you get
vouchers for something within the
fitness centre as well as free meals.
Also the establishment is nice to
actually work in. There are nice
surroundings and facilities.

The Crown Spa Hotel is good at
motivating their staff, with a range of
ways to do this.

They offer promotions to the staff, this
is based upon the traffic light system.
From having this system the
employees can always be aware of how
much training they have had, what else
they could do and how well they are
doing at their job. But not only can
they check on their progress it is
displayed so other employees can see
your progress and you can see theirs.
This motivates the employees to be
better then their colleagues. This is a
really efficient way of having good
competition within the workplace.

The pay that the Crown Spa Hotel
offers is a good motivation to staff. As
they pay all staff above minimum wage
as well as supervisors more too. From
doing this it makes the employees feel
fucky to work there as they are getting
paid more then they would in other
hotels. This will motivate them to work
hard to keep their job. The employee
of the month is also a good way in
which to motivate the staff. It wili
make the staff want to work hard if
they are receiving rewards. However
some employees may not feel that
vouchers for the fitness centre are that
good, as they get to use most of the
facilities anyway. Instead the Crown
Spa hotel could offer different awards
for getting employee of the month.
Such as bonus incentives. 1 think this

wanting to be employee of the month,
as everyone would want some extra
money.

Other ways in which they could
motivate staff is to introduce job

-rotatton This is where an employee

may be trained in more then one
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department, For example a waitress
who is also able to do reception. This
will motivate the staff as they won't be
getting bored of the same job every
day, as they will be varied between the
two. Also if they had job enrichment,
this would give the employee more
satisfaction in their job. An example of
this is if a waiter is also given the
responsibility of restaurant
representative. Overall the Crown Spa
hotel has good maotivation for their
employees who will make them work
harder, making the business look good.

The Crown Spa Hotel constantly
monitors the performance of their
employee. They do this at the
beginning with the probationary period
of three months, Within those three
months they -have 3 meetings with the
employee. "After this they do annual
appraisals. This is a one to one meeting
that gives'the line manager and
employee a chance to discuss what
they feel is going well and what isn't.
Here it is decided what training the
employee may need to do and the
employees targets for the year. This is
a two way process where the employee
can get their opinion across as well as
the line manager. They also keep an
eye on the employees using the traffic
light system, they are always able to
see what an employee had done from
looking at that.

Description of performance

| Evaluation of performance
1 think the way in which the Crown Spa

Hotel monitors performance is done
well.. Throughout the probationary
period the employee is able to have
meetings where they can discuss any
issues. This is good as they have a
meeting every month, so they have
more then one chance to discuss
anything before the probationary
period is over. It is good that the line
managers take time out to have these
meetings that makes the employee feel
more valued.

The annual appraisals are also a really
good way in which not only the
manager can keep a monitor on
performance but the employee can as
well, At the appraisals they will review
the performance of the employee over
the past year. From this they can
decide how the employee can do
better. This really benefits the
employee as it gives them the

| information to know how they can

develop to be better in their job. Also it
benefits the company as they can
check on the employee’s performance
and make sure it is good enough for
the customers,
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Description of discipline

This has been said to be the hardest
part of the resource manager,

- Itisimportant to have
rules and employees need to follow
them. There are two types of
misconduct, misconduct and gross
misconduct. If an employee breaks the
rules a number of procedures are
carried out. The employee will be sent
a letter informing them about when
their disciplinary hearing will be taking
place. The employee is allowed to bring
someone with them as a witness, as
will the manager. At the hearing both
sides of the story will be told, giving
the employee a fair chance to defend
their actions. At the hearing the legal
documentation will be signed and
dated. The manager will come to a
decision after this. If it is the
employees first time at doing
something wrong a verbal warning will
be given. If that employee breaks the
rules again the same process will be
done and they will get a first written
warning. Then if they do it again the
same process will be done and they wili
get a second written warning. Then
finally if they break the rules again
they will go to a tribunal and will get a
dismissal. However if an employee does
something really bad, such as hitting
another employee. This is classed as
gross misconduct and can get
dismissed there and then.

The disciplinary procedure can start at
any stage and not necessarily with
verbal. It depends on the seriousness
—r-of-the-offence.-
Vicky Riley always needs to be aware of
the law. So as part of her job she will
continuously research to make sure
that her rules are matched to what the
law.

Evaluation of discipline

The disciplinary system is an effective
way of handling discipline. If it is done
properly it is very fair for both
employee and employer.

With the use of the meetings it enables
both sides of the incident to be put
across. Also it is good that both parties
can bring a withess, this ensures that
the meeting runs smoothly and
professionally. With the standard
procedure in place it enables the
company to act the same with all its
employees. Thus not to cause any bias
between employees as they will all be
treated the same. As there are 4
stages, unless something really serious
happens. It allows the employee to
make mistakes and learn from them.
This benefits the employee and gives
them a chance to sort themselves out.
From this procedure it also makes the
company able to watch their own back
and have all the correct
documentation. This minimises the
chance of employees suing for unfair
dismissal if all the procedure measures
were followed. Overall I feel that the
disciplinary system is that of a fair one
for everyone within the Crown Spa
hotel.

Source: ““nager
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Employment laws

It is important for all companies to adhere to laws. Staff with
responsibility for human resources within a travel and tourism
organisation must keep up to date with the requirements of general
employment legislation. There are five main pieces of legislation
that affect recruitment practice.

Race relations Act 1976:

There are mainly two areas within this law, direct and indirect
discrimination. Direct discrimination is where an employee treats
someone unfairly due to his or her ethnic background. Indirect
discrimination normally occurs unintentionally. For example
stipulating a UK-based qualification as a condition of employment
unnecessarily disadvantages candidates from other ethnic
backgrounds. With this act the Crown Spa Hotel needs to make sure
they don’t discriminate against race when looking at training,
performance, motivation and training.

Equal pay Act 1970

This act is there to promote equality of opportunity between men
and women and tried to eliminate unfair discrimination in pay and
other conditions of services, However certain factors are taken into
consideration when comparing pay. These are things such as length
of service, educational background and regional allowances. The
Crown Spa Hotel need to make sure that all their staff are getting
paid fairly, in regards to training, performance, motivation and
discipline.

Sex Discrimination Act 1975

This is in complementary to the Equal pay Act. It looks at the

equality of opportunity between men and women in selection,

training, promotion etc.

This would affect the Crown Spa Hotel by making sure that men and

women received the same training, so to make sure one sex didn't

receive a better training than the other. They would also need to

make sure that both men and women received the same

performance, motivation and disciplinary systems. Again to ensure
they both receive the same type of treatment.

Disability Discrimination Act 1995 (amended 2004)

This act protects those with a type of disability from discrimination.
However it remains legal to list ‘good record of health” as a job
requirement. The main purpose of this law is to make sure
employers don’t discriminate against people with disabilities unless
it prevents them from doing the job properly. For example, an
employer cant discriminate against a person with epilepsy applying
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for a administrative job, however you may not allow them to work
in a kitchen as it would be dangerous if they had an epileptic fit with
the appliances around, such as hot cookers: At the Crown Spa Hotel
they need to make sure that all the staff get the same opportunities
in training, as well as getting the same performance, motivation
and discipline. Certain members should not be treat differently due
to disabilities, they should still get the same opportunities.

Working Time Regulations 1998

The purpose of this act is to restrict an employee’s number of hours
they work. This is to ensure that an employee doesn’'t work too
much. The maximum an employee can be contracted is 48 hours
within a seven day period, including overtime. The Crown Spa Hotel
need to make sure they oblige to this law when looking at their
staffs training, performance, motivation and discipline. They need to
make sure that the staff aren’t working over the legal amount of
hours.

Source: A2 Level Travel and Tourism book

Attitudes and values of Crown Spa Hotel stakeholders in
relation to Human Resource practice within the Crown Spa
Hotel

The Crown Spa Hotel really values the stakeholders. They are the
people and organisations who have a stake in the success of the
hotel. So by making sure all the stakeholders are treated correctly it
benefits the hotel and can do better,

They stakeholders for the Crown Spa hotel are:

Directors/owners

Managers

Employees

Customers

Suppliers

Stakeholders are important and want to make sure that the Crown
Spa does well so they can then benefit. If the Crown Spa doesn’t

® & & o 0

-do-well-then-they all-suffer. -

This comes into relation wH:h the tralnmg, mottvatlon performance
and discipline that the Crown Spa Hotel practices. This is because
they need to get all those four factors correct in order for the
business to do well. The directors and owners will want to
implement strict guidelines on all four factors that will encourage
their staff to exceed.to the best they can in their jobs. This benefits
the owners and directors due to their staff will be happier and they
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work better making them exceed better in their jobs. This then
benefits the employees and mangers as they are working well
within their job, showing good performance and motivation. This
results in them being rewarded, which gives them incentive to do
well in their jobs. The Crown Spa values their staff, “Staff are our
most important resource”  , They take extra care in
training and motivating their staff. By the hotel rece;vmg the
investors in people award proves this.

The Crown Spa Hotel makes sure that all the customers are happy.
They pride themselves on having excellent customer service and
facilities. This has been proved by being the only 4* hotel on the
North East Coast. This then benefits the customers as they receive
good customer service and have a good time whilst staying within
the hotel. Which then benefits the employees and owners as they
are doing better in business, making the owners more money which .
can result in the employees being paid more and getting better
incentives.

Also they take great care in their suppliers of goods and services
to the hotel. They do this by treating them with the upper most
respect and politeness. They also make sure they are being paid on
time. By doing these small gestures it really makes a difference to
the suppliers feeling valued. They are extremely valuable to the
Hotel as without the suppliers the hotel could not run properly and
could suffer, causing all the other stakeholders to suffer too.

It is very important for all stakeholders that the Crown Spa Hotel
continues to do well. However a big part of its success will depend.
on its employees.

In conclusion it is very important to have the best human resources
for the well being of a business, especially one like the Crown Spa
Hotel as it a private profit maximising organisation and relies a lot
on the standard of the human resources to be a successful
business.
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Appendix

1. Vicky Riley - PowerPoint.

2. Kirsty Blenkinsopp ~ PowerPoint
3. Research into Club 18-30 rep
4. Job advert

5. Job Description

6. Job specification

7. Photo 1

8. Photo 2

9, Feedback sheet

10. Interview schedule

11. Problem solving exercise
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Crown Spa Hotaf

Scarbatough's Only 4 Star Hotef

* Fastopsnad on 1
+ Scabwigughis i
* Seaborough's Firsy

A little History

tne éads i
urpose Built Holel
Star Hotal

What do | do?

* lam the Human Resources Manager at the Grown

Spa Hotel

R responsible for ensuring the legal compliance

governance of the company in refation to the .

: 1ployees.

k30 ensure the relationship between
i and empiovee is fair and equitabie.
Peponsible for driving the Compliance
®ion and Mission Statements, Investors
RCess, Environment Policy, Lone

Disability Access Folicy and

e Dolicy,

- ou _E'e ‘ . "
Searborough's Preferrect Deslination Spa Hi
., .
This is achieved through being Scarborough's prefere
s Hoiefl, Conference and Leisure Venue.

Today this is where | wor

éi Bedrooms

& evenl suiles
Health Club

Spa Treatments
Taste Restaurant

Why Plan HR? )
. &

E3ecause in many organisations tri) ;s‘ oyest
esmployment costs are the single
cost, ows .
Becauseitis oheaper‘ to retain ar
e mployee through training and
clevelopment than advertise for a
rexplacement |
3 ecause planning increases ser

clelivery :




2 Crown Spa Hotel.

MR Plarming

* In planning 4R You nsed 10 ask yoursell a number of
Guesh

o alloate to Tulf 1§ the

ols LI s). servers. supervisors.

The Application Process

* Advertise the position
* Send application or they collect one

* When we receive the application back |
read through all of them:,

Some are rejected immediately because
tnsuitable. They are sent a lotter.

Suitable applications are passed onto
HOD.

Most HOD'’s do their own interviewing.

The Induction Process

* Successful applicants are offered position
verbally and in a letter,

* Starter packs are sent out, incl offer letter,
T&C's, Job Description, handbook, starter
form and Equal Opportunities form.

* 1¥'day they have a hotel induction with
mysefi,

* 3 month probationary period,

www.CrownSpaHotel.com

9/15/2008

Recruitment & Selection
* Where do you start? From the plan with a

good teedback mechanism involves
Guantitative and qualitative indicators;
such as: .
—~ customer feedbhack
- Management feedback
- Man Hour shorage on ABC

The Interview Process

* Same guestions are asked 10 each
applicant.

* If successful at first inferview, usually
called in for 2 interview. 5. |

* Different interviewers,
* Operational positions often
involve a working interview,

Training

Investors in People Employer

Award winning Traffic Light Training
scheme

Compulsory fraining, eg H&S, Welcome
Hast Plus. '

Appraisal at 3 months.
Bottom up approach to training. =



e
Ellic

Ciown Spa Hotel

. Mbtivaho’n

* Promotion
Pay Rise
Employee led
Fair Employer

Discipline

* Verbal Warning

* First Written Warning
-+ Final Warning

+ Dismissal

Appe_als

www.CrownSpaHotel.com

9/15/2008

~ Discipline

.+ Employee receives a letter inviting them to a

displinary meeting.

* Meeting occurs. I chair it, | have a hotel

- witness, employee can bring someone with
them. Listen to employee’s side of story.

Adjourn meeting to make decision.
Letter given to confirm action.

Thank You
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Appencliox 7.

A vt e Fodice, wark £ ey

Human Resource Planning

How do we ensine wo have tha fght cumbes of staft?

+Tervice lavel - B0% of calfs answorad Within 80 saconds

sTargots - Accomanedabion Birgats & sales targsts

#Cos| par visits ~ How miich e servico costs o run dividad by tra nomber of vistorefusers
slrconng ped vispr ~ Amount of inconia dividod by the nuimber of visilorr-'usu!s

FoolFall - volumo of visitors that visil the Tourist Informaton Contres.

Hovr doss the managsr justify the naed ko mots statfy

aStabshicnl data

rBarvica kvals.

Recruitment & Selection

CUBGRUI FINE Aduiss ra
Batizy E16101 - £16217 fpro fata)

Do you hain expananca of petting 150 Cuntomer Fiul dnd hava plocen Fiarparsond sidis? Then hes oxirifog
bpportusiies may Ifereat yau-

2 3T hie per paigeen]

1 37 hup pwv fyig Tored torm pociiec)

23 VB Win pr Gy Spemd Jen gontrect)
1w 37 hew par {6 mdoiha latrporady contosely
1w 2808 Matemiy Coves

Apptaron fomw avadablo Wom Cusiomat Fial, Town Hal, 51 Hiholas Stesl, Scartoroush YOI 9MG;
tolaphong (01713) T3ITY eptiva & o 608k, cuytilier fs (Esnarberowad gur ik Apication T thoutd bo
teluied inan eavglopa, clsarly %1 Bing which poseon You & fppling for

Cioalag date: 11 July 2008
Infenvierrs: 11¥ Judy & 227 uly 2008

Job Description

Dasignation=- Cuskomer First Advisers

Effactive Communications

1.Give customers a pasibye impres=ion of yowrssit and Searborsugh Borough Coveit
2.Delivar refiabie cusforos senica.

3.Dovalop customar refabaiships

4 Ratolve cuslomat servics problems.

5 Pratoss costonar sandcs inlormaben.

6. Suppoit customer sanica ingrovements.

7. Traiving ami suppor fof cuslomers

B Accase and niantain o wss of ICT.
9.0ngoing oparation of systems.
10, Financial controls

s Tochaalogy

Adnundstiation

11.Gonlributa 1o the malitenars ol 3 healthy, safs and sffectivs wolking anvitehmant,
12Frepare and supply Mlorovation end documants.

13.0ata protection

14.3leck contral

‘Job description cont.

Parsonal Develapmant

15.Davelop pareoral parforssimnce Buough deliveling customst senica

EED TO GRADE SCALE 3. AN the abovs plus
ith othars to inprove tha senvice,

12 Monitor and golve custorar service proliems.

13 Conbibune 1 improvemoents at work,

14 Davelop, implement ard maintain procsdures

SEIOM TX H

Whon teaching ths maximam spinal colinn peinl of Grads Scale 2, Customer Firsl Advisars wil ba
Bapaciod o

Produce u purtiolio of svidencs o show that ha/eh is conslsimly oparating ala Seale Jlpvel Gompatenty
perform Wa duties istad for Seale 3. Revpond 1o cistamar enquines of 2 mors complex/spocialist naturs,
Qumonsbiale an indepth kmowledge of the whole sarvice siea. Achisve a tocogaised cerbficats in
Custonwt Care -

. Job Specification

3

. Experierce

. Educational Attainments

wR

Specialist knowledge

Aptilukdes

5

. Disposition (Personal Qualdies)

i

Personal Circumstances

~

. Equalty

Wy




The Interview Process

= {andidates are sslocted for inlerview aceording to those who meet the
job desenplion ard specification

= Theinterview consisis of B questions and sach answer is scorad ona
1-5 basis. All candidates are interviewed by tvo people who individually
scoms the candidate in order to make the selection process as fair as
passibla.

» Candidales are only notified cnce ail the interviews have besn
complated.

- Training

All Boactorough Borough Counctt amployeas ira issuad vith Parsonal developmant folders whan

thoy caremncs theit employmonl thess fokdars includs:

¢+ Ravisw Hecorda [appraisal) ~ holps Gavalep on ingnviduzl partoranance by saling ous parsanal
objoctivas which n fun fproves the esganicatons perfarmance by meeting te organisatons
objectivss. Appaisaly ais condkected annualiy By e line manager

= Preparation forn - g form which assists erpbyeas in preparing for thaic appraisal ensuring thal
thay aclievs tha bast posebla gutcoms.

»  tenmingand flan - identifies th
leaming mathads aio nesded to achieve it

»  Galf retotd radning shost— 2 recotd kept by sach emplayse 4o record 4l training that they
atfend 1.8, tegny masting, raining cotrse, work shadawing, buddying.

= Praand post evafuzbon of training altanded — employess shaulid somplele plé and past
wvaluation s for 3) tmining that they attend, this is to p4tablish if W trening was banefitial
ot indevichel, tha Lsam end the organization and to idantify wny imgrovermants which eoutd
o mads,

required and what

Examples of Training for
Tourist Information

» Destination Managament System (DMS)— This system hotds all
information on accommodation availability, events, allraclions
and services. In hovse .

»  Web paymantsiiii training — taking gayments over the phong
and face to face. {4 hicuse

« Bata box ~ system used lo book lickels for avents at the Spa
Complex. in house

v« NVQ in Customer Care. Defiverad extemaly

_ Motivation & Performance

Mondoning porforrrance

* Bwoek armplayss evaluation ~ idsantifivs i pecassary tdning has basn canyistard

= Appraital - mondors 3 previbus years objsctives ave baon achinvad and if pot shy.

= hP zecrodiation — 2 sorvice mark which idoiitifies whether of ol the servica has achiaved
Investons In Pacpla yeaf 0P 0 Ak

v Servics Lavels

«  Customar Salishaction questionnaiies

Muotivation

a  Papsion, sickness bemsfil, traiing, flexi schama

= Appraisals sie o metivaling faclor as they identify actevabie goals for the empfoyae
ensuring hal thay fesl a sanss of achiovansnt al the snd of the yer andit crealas a
Ppositive relationship betweann the lins manager and grpioyse.

Disciplinary procedures

Levels of Dizciplinary Action:-

# A Format Veihal Waming.

¢ A Format Whitlen Waming.

+ A Final Wrikten Warning.

+ Dismissal witly Pay in Lieu of Noice.

Disimissat with pay in lieu of notice wilf normally apply where the smployes isl found to have

- cingnitied an act of miscenduct-and there isa sutient wiitlen wairning on fle -
Examples of miscondust;

wFailurs to garry out reasonable nstructions fram managers . .
abdiscenductin relation lo official docoments (excepl where personal fiain sesyits, in which
cﬂselqm'ss risconduc vill apply} Unauthorised ahsance fom duty or failure 1o adhere to
working hoors

=Abusive behavious wards another employes or member of the public

«Minar violations of the Gouncirs Elestronic Communications Policy

Disciplinary procedures cont.

Summary (immediae) dismissat will nomeally applywhere the employes
_has been found fo commil an acl of gross niisconductand takes place
with immadiate sffect as the emplayee & not entitied to notice.

Examples of gross misconduct;
Theft
Fraud

. -ﬂelibgral@fals?ﬁﬁaﬂonor TQGOIT 8.7 BRI SRREkG - s e o
Physicaiviolence

Bultying
Daliberate damags to property
Bringingthe Ceuncll inta distapite or tonduct fiabla to bring the Courgi)
into disnefub N
" ‘%:Ineapabil y whilst on duly brought on by alcahol or nonrprescribed
fugs

a2 UMk

FANS




- ANY questions just ask?

Anything you need to know when you do
your tasks email me:
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Tourist information Centres

This service provides citizens as well as visitors with expert advice on a wide range of
what's on, where to eat and drink, attractions, walks and talks.

A visit to the locat Tourist information Centre will help you to enjoy your stay.
The Centres provide a full range of visitor information including:

Accommodation — An extensive list of Nationally Inspected
accommodation is available along with a booking service.

Events — Up to date information on forthcoming events, from local craft
fairs to major festivals,

Attractions — Extensive listings of local and regionai places of interest.
2-7 Day Car Parking Tickets — Covering the whole Borough, these
transferable discounted parking tickets are available in advance.
Beach Chalet Booking - Traditional seaside chalets are available all
along the coast howsver early booking is

advised.

External Website Links

The Borough's Tourist Information Centres

Contact Details

Tourism Bureau
Town Hall

St Nicholas Street
Scarborough
YO11 2HG

Brunswick Shoppmg Centre
Westborough

Scarborough
YO11 1UE

Harbourside Tourist Information Centre
Sandside

Scarbarough

YO11 1PP

Whitby Tourist Information Centre
Langbourne Road
Whitby
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YO21 1YN

Filey Tourist Information Centre
Visitor Centre '

John Street

Filey

YO14 9DW

Email; Tou'rismBureau@§_c:arborouqh.qov.uk_
Tel: 01723 383636
Fax: 01723 383604

Office Hours.

Tourism Bureauy
Open daily 9.00am until 5.00pm

Brunswick Tourist Information Centre (Brunswick Shopping Centre)

Low Season (November to March)

Monday to Saturday 9.30am to S5pm

Sunday Closed (Nearest Tourist Information Gentre is at Harbourside, Sandside, Scal

Mid Season {Aprif to June, Sept, Oct)
Monday to Saturday 9.30am to 5.30pm
Sunday 11am to 4.30pm

High Season (July, August)
Monday to Saturday Sam to 5.30pm
Sunday 11am to 4.30pm

Harbourside Tourist iInformation Centre

Low Season (November to March)

Saturday and Sunday 10am to 4.30pm

Closed Monday to Friday (Nearest Tourist Information Centre is in the Brunswick Sho
Westhorough, Scarborough)

Mid Season (April to June, Sept, Oct)
Baily 10am to 5.30pm

High Season (July, August)
Daily 9.30am to 5.30pm

Whitby Tourist Information Centre

Open daily - May, June and September 9.30 - 5.00pm
July and August 9.30 - 6.00pm

October to April 10.00 - 4.30pm

Filey Tourist Information Centre
Open daily, May to September 10.00am until 5.00pm,
Weekends only, October to Aprif 10.00 - 12.30 and 1.00pm - 4.30pm

Local Councii Service Identifier: 623
Useful Links | Legal | Web Stats | Feedback

http://www.scarborough.gov.uk/Default.aspx ?page=10677 06/10/2008
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forgal password

<% Overseas Home

B Positions

{73 Ciot what it €akes?
What s in it for you?

» The recruitment process

‘e rage

Custerier Barvice - Thomas Cook siyle
Dverseas Representalives

You rever know what you might de called upon to do next as a Thomas Cook Representative.

No two days are ever the same and every hour brings a different challenge. Gne minute you might be recommending a
quiek spot to sunbatie, the next you could be dealing with a knotty problern or complaint. From the point you greet ous
customers at the airport Lo the mement you wish them gaodbye, you”ll be exproted to deliver the exceptional customer
gervice for which Thomas Cook is famous.

1t"s definitely hard work. After alf, you"ll he the public face of the most trusted company in the business - constantly on
your toes, ever helpful and ready to impress our halidaymakers. Your role will also include selling Thomas Ceok events and
services, heiping to crganise events and entertainment and liaising with a wide range of local suppliers and officials.

So, whilst you don”t need specific gualifications or experience, you do need bags of personality, a knack for dealing with
people and the avility to work independently or as pari of & team. A syrmpathetic listener, you must be able to solve
probiams on your owa initiative.

Siyle Reprasantatives

Style was founded in 1991 as a specialist tour operator for inspirational villas &nd haad-picked apartments as a Style
Representative you will fove the resort you live in and work in and want nothing more than for our guests to get e most
out of their holiday.

As a Style Representative you will need 1o be able to provide quality and a personai service t¢ pur customers Lo ensure
they are relaxed and comfortable in our €are, to ensure you Can deliver this we would accept you to be flexilte and
dependable and cenduct onnself reliably snd calmly at all times under pressure.

What a great way to spend your days with your customers in and around their villa conducting informative and interesting
and entertaining welcome meetings and to be able to handie concerns and issues fram our Style customers to ensure the
absolute minimur fevals of dissatisfackion.

1

capades eprasantativis

Aimed at the younger end of the market, itll be up to you to deliver the Escapades haolidays experience day and night, dot
always easyl 1n addition to becoming your customers’ Dest make; you'l) organise their beach parties, bar crawls and
clubibing nighss. And while theyre recevering, you'll still have your daily duties ke holding welcome events and resolving
problems.

So on top of a good understanding of customers’ needs, you'li have boundless energy and enthusiasm. Oh, and you'll bave
sales targets to achieve as well.

Transfer Representatives

The frst and kast impressions are always the most important and you can be part of this within our Customars journey. As
a Transfer Representative you will act as an ambassador for Thomas Cook by providing customers with exceptional
customer service by offering support and assistance whilst transferring our customers Lo and from the airport. You will also
become part of the airport tear and enjoy the hussle and bustle of a busy atrport.

When you are not on an alrport transfer you will be able to accompany pur custemers in resort on one of our many
fantastic and exciting Thomas Cook events once again utilising all your resort knovdedge and exciternent of your life
overseas to ensure our customers have a great lasting memory of travelling with Thomas Cook.

Once again W"s definitely hard work. After all, you"il be the public face of the most trasted company in the business and
working various hours, but what you witl not find in this role is a routine a5 everyday Is a new day.

B guiet day at the office - Thomas Caok style

Office Staff

There ate no quiat days working in 3 Thornas Ceok overseas resort, In many ways, it"s like 2 busy office job back home -
but with great weather!

There"s a wide range of adminlsteation and paperwork ta handie, such as answering phane calls and queries from our UK

departrients, organising reservations, srranging ceach transfers and liaising with local suppliers. You"lt also be expecied to
foin in with a variety of other Thomas Cook activities when reguiced.

This i very rmuch a team role where you will use your initiative to take ownership of tasks, affer support 1o colleagues and

-help resolve. prablems., ¥eu.must. be. confideat about.communicating tn foreign surroundings and unfamiliar situations apd

committed to dellvering a high level of care to both external and internai customers,

In addition to your williig and heipful natuse, you will need a good werking knowledge of Word and Excel and soms form
of admin or office experience.

Making a song and dance - Thomas Coold sty

Entertainntent #epreseniatives

You never knpee what you might be called upos to do next as a Thomas Cook Entertainment Representative. Six days and
nights a week, you"li stage variety and game shows in the evening and use your autgoing persanality to host a range of
daytime activities. From performing in West End styfe praductiens and variety shows (created by some of the UK"s top
choreagraphers), to bringing TV game shows ko dife, there is nothing fike the buzz of being an Entertainment
Representative,

1t a non stop sob being the public face of the most trusted company in the business. Whatever the day brings, you"ll
need to be confident, on your toes and ready to impress our holidaymakers. S0, whatever your stage talents, you Il need

10t 4
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all of yaur pzazz, personality and stamina to keep the entertainment going.

It"s a very demanding role, and you"ll also be expected to join in a wide range of other FThomas Cook activities to assist
our Overseas Representatives. However the feeling you get from making your guest™s holiday memgrable is Incredible.
Stamina, enthusiasm, presentation and customer service skills are essential, and the ability to work ag part of a team is
abselutely crucial to being a success,

Chittiren''s Representatives

Organising games, challenges and activities for young children, six days a week, demands that you have more imagination
and go than a graup of kids out to enjoy every minute of their holiday!

As a Thomas Cook Children™s Representative in one of our overseas resorts, you”ll need to be constantly on the ball,
running anything from Scrap Heap Chatlenge to Mini Olympics for children aged 5 to 12. You"ll need at least & moaths
exparience of professional childcare, o a chiklcare qualification at NVEQ 2 or equivalent, plus buadies of initiative and
enerqy.

Alternatively, if you hold one of the fallowing: CACHE, NNEB, SNNB, SCCE, BTEC Naticnal Diploma in Childhood
Studies, HNG in Childcare, NVQ 3 or an equivalent childcare qualification, you could work with our younger children
aged 6 months to 4 years.

1n either case, you must Rave the confidence te promote the childcare service to parents and the ahility to work as part of
a tearn is absolukely crucial te being a success,

COPEGEL vl
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Managaement

Job descrption  Tyoieal vork activities Entey requirements Johs
Training Connect with top
Job description Career developragnt project
. Lo . R LT o management
A haliday representative is responsible for looking after groups Typical employersivacancy... reeruitars.
of clients on package hofidays at resorts. Related jobs Unadveartised PM
Contacts and resources jobs,

Their main priorily is fo ensure that clienis enjoy their hwoliday
and that everything runs as smoothly as possible for them. As

Improve People

the public face of the tour operator, they must create an Case studies... Degisions
lexc:eilen! first impression and continue i provide an outstanding Holiday representative; Tt he B { Leaders in human
service to clients throughout the duration of their stay. The Best o capital

Morocto managemant Job

The rale involves holding weilcome meetings, handling
complainis and resolving problems as they arise.

Related fopics...
What jobs would suit me?

Profiler- free trial

Holiday representatives are oflen also responsible for selling Psychometric tasts B i1 Jobs i
resort excursions and acdilional services, such as car hire, Gareers chat live g Pharmaceuticals
Career and Jogel issuss FAQs The latest
Typical work activities Taik to gradsizles online oemaceuticl
Work aclivities may vary slightly depending on the tour operator, eMedCareers.
but will typically include; Search Onling
Now!

u meeling guests at the airport,; R
im escorting guests to their accommodalion; KMoroccs fravsl oo

= organising and hosting welcome meetings {often for up to 200 pecple); Not Sure Which

» selling and organising resort excursions and ofher activities; Garoar?

= selling car hire and other services; Eamn £25k To

= responding to clients’ queries (this may involve being on duty for set times each day); £40K Plus

= handling client issues, such as: lost luggage or passposis, allegations of theft o other ¢rimes; Networking, Wel

problems with rooms; and health problems, injuries, or even deaths;

resolving any confiict with or between cfients;

companies;

questions;

dealing with unforeseen "non-client’ problems, e.g. flight delays, coach strikes;
establishing and maintaining relationships with local hoteliers, apariment owners, agents and Yravel
maintaining an in-depth knowledge of the resort and the local area in order to answer clients’

keeping up to date with local events and activilies, which may be of interest 1o clients;

& Pragrarmming

maintaining an in-depth knowledge of all the excursions offered;
accompanying customers on excursions and acting as a guide;
taking par in and organising daylime and evening entertainment;
checking hotel standards and safety procedures;

keeping basic accounts and records, and wriling reports.

We ynderstand family holidays, that's why
we're First Choice.
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Thomas Cook History

Thomas Cook is the world’s best-known name in travel, thanks to the inspiration and dedication of a single
man. Thomas Cook began his international travel company in 1841, with a successful one-day rail excursion
at a shilfing a head from Leicesterto Loughborough on 5 July. From these humble baginnings Thomas Cook
launched a whole new kind of company — devoted fo helping Britons see the world. '
View key dates of Thomag Cook | history

A Brief History

On 8 June 1841 a 32-year old cabinet-maker named Thomas Cook walked from his home in Market
Harborough to the nearby town of Leicester 1o attend a temperance meeting. A former Baptist preacher,
Thomas Cook was a religious man who pelieved that most Victorian social problems were related to alcoho)
and that the lives of working people would be greatly improved if they drank less and became betier educated.
As he walked along the road fo Leicester, he later recalled, 'the thought suddenly flashed across my mind as
to the practicability of employing the great powers of railways and locomation for the furtherance of this social
reform’,

At the meeting, Thomas suggested thata special train be engaged to carry the temperance supporters of
Leicester to a meeiing in Loughbarough about four weeks later. The proposal was received with such
enthusiasm that, on the following day, Thomas submitted his idea to the secretary of the Midland Railway
Company. A train was subsequently arranged, and on 5 July 1841 about 500 passengers were conveyed in
open carriages the enormous distance of 12 miles and back for a shilling. The day was a great success and,
as Thomas later recorded, thus was struck the keynole of my excursions, and the social idea grew upon me’.

Early Tours

During the next three summers Thomas afranged a succession of trips between Leicester, Nottingham, Derby
and Birmingham on behalf of local termperance societies and Sunday schools. Within these limits mary
thousands of people experienced rail travel for the first time, and Thomas was able to lay the foundations of
his future business. He later described this period as one of 'enthusiastic philanthropy' since, beyond the
printing of posters and handbills, he had no financia! interest in any of these early excursions,

Thomas Cook's first commercial venture took place in the summer of 1845, when he organised a trip to
Liverpool. This was a far more ambitious project than anything he had previously attempted, and he made his
preparations with great thoroughness. Not content with simply providing tickets at low prices - 15 shillings for
first-class passengers and 10 shillings for second. Thomas also investigated the route and published a
nandbook of the journey. This 60-page booklet was a forerunner of the modem holiday brochure.

The Great Exhibition

By the end of 1850, having already visited Wales, Scotland and Ireland, Thomas Cook began to contermplate
foreign trips to Europe, the United States and the HMoly Land. Such thoughts had o be postponed, however,
when Sir Joseph Paxton, architect of the Crystal Palace, persuaded Thomas to devote himself to bringing
workers from Yorkshire and the Midlands to London for the Great Exhibition of 1851, This he did with great
enthusiasm, rarely spending a night at home between June and October, and he even produced a newspaper,
Cook's Exhibition Herald and Excursion Advertiser, in order to promote his tours. By the end of the season
Thomas had taken 150,000 people to London, his final trains to the Exhibition carrying 3,000 children from
L.eicester, Nottingham and Derby.

Across the Channel

Thomas contintied to expand his business in Britain, but he was determined to develop itin Europe too. in

-~ 1855-an International Exhibition was held in.Paris for the first time_and Thomas seized this opportunity by

trying to persuade the companies commanding the Channel traffic to allow him concessions. They refusedto —
wark with him, however, and the only route he was able fo use was the one between Harwich and Antwerp.

This opened up the way for a grand eircular tour to include Brussels, Cotogne, the Rhine, Heidelberg, Badan-

Baden, Strasbourg and Paris, returning to London via Le Havre or Dieppe. By this route, during the summer of

1855, Thomas escorted his first tourists to Europe.

Switzeriand and ltaly



Thomas visited Swilzerland for the first time in June 1863, Although this initial tour was little more than an
information-gathering trip. a parly of more than 60 ladies and gentlemen accompanied Thomas as far as
Geneva. Among these pioneering tourists was a young waman called Jemima Morrell, who maintained a
written account of each day's events. Her original diaries may be studiad today in the Thomas Cook Archives.
Thomas organised further trips to the Continent in 1863, and by the end of the season he had taken nearly
2000 tourists to Paris, some 500 of whom had continded to Switzerland. With the co-operation of the Paris,
Lyons and Mediterranean Railway, Thomas began to issue circular tickets (in both English and French)
between Paris and the Alps. He then established the first circular tours of Switzertand, which were such an
immediate success that he decided to extend his arrangements across the Alps. The first Italian tours took
place in the summer of 1864, when Thomas escorted two large groups, one to Florence and parts of central
taly, the other to Rome and Naples.

Hotel Coupons and Circular Notes

Thomas's travellers fo Switzerland and Italy were from the growing middle classes and they expected better
accommodation than his earlier working-class customers had. He therefore set out o negotiate with
innkeepers and hotel proprietors to provide rooms and meals at good prices. His friendship with hoteliers, who
were pleased to get his business, enabled Thomas to develop two important travel systems: one was the hotel
coupon, launched in 1868, which travellers could use to pay for hotel accommaodation and meals instead of
using money; the other was his circular note, first issued in 1874 and a forerunner of the travellers chegue,
which enabled tourists lo obtain local currency in exchange for a paper note issued by Thomas Cook.

Beyond Europe

Building on his successes in Europe, Thomas made an exploratory trip to Nerth America in 1865 and setup a
system of tours covering 4,000 miles of railways. Four years later, in 1869, he hired two steamers and
conducted his first party up the Nile, The climax of his career, however, came in September 1872 when, at the
age of 63, he departed from Leicester on a tour of the worid that would keep him away from home for almost
eight months. It had long been his ambition fo travel to Egypt via China', but such a trip only became
practicable at the end of 1869 following the opening of the Suez Canal and the completion of a rail network
linking the east and west coasts of America.

Thomas and his small party crossed the Atlantic by steamship and made their way through the Uniled Stales
from New York to San Francisco by rail. They travelled by Pacific steamer to Japan, then across the Infand
Sea to China, and afterwards visited Singapore, Ceylon and india. L.saving Bombay, they crossed the Indian
Ocean and the Red Sea to Cairo, from where most of the parly travelled back to Londen, Thomas himself,
however, set off on an extended tour of Egypt and Palestine, finally returning home via Turkey, Greece, Htaly
and France after an absence of 222 days. The conducted world tour quickly became an annual event, but
many additional tickets were issued to independent travelters, some of whom went via Australia and New
Zealand rather than China and Japan.

.J?@hﬁ Mason Cook

While Thomas was traveliing round the world, his son, John Mason Cook, succeassfully completed the firm's
move to a new head office at Ludgate Circus. However, father and son argued over certain aspects of the
project and in 1878 their partnership ended. Jahn was a better buginessman than Thomas, and he set about
expanding the company internationally. In an age when telegraphy was in its infancy and there were no
telephones or fax machines, this was far from easy.

John created overseas editions of The Excursionist, the newspaper started by his father in 1851, o inform
customers in places such as France, Germany, India, Australasia, America and the Far East about the
services he offered. {This newspaper, which became known as The Traveller's Gazette in May 1902,
continued fo be published until 1939.) He also kept up a continuous stream of correspondence with his offices
abroad, checking on their work and complaining if anything went wrong. Like many successful businessmen,
John Mason Cook combined a flair for grasping business opportunities with a remarkable memory for small

The Gordon Relief Expedition

In 1884 John Mason Cook was asked by the British Government to organise a relief expedition up the Nile to
rescue General Gordon from Khartoum, Arrangements were made for the movement of 18,000 troops, nearly
40,000 tons of supplies, 40,000 tons of coal and 800 whaleboats. To transport the coal from Tyneside to
Boulac and Assiout via Alexandria, 28 large steamers and 6000 railway tricks were required. An additional
7000 railway trucks were needed for the military stores, while on the Nile 27 steamers and 650 sailing boats

S 1



were used to carry the troops and supplies. John and his Egyplian managers acted as overseers of the entire
operation, which relied on the labour of 5000 local men and boys, and completed their side of the contract in
November 1884. Despite all the efforts, however, Khartoum fell in January 1885 and Gordon was Killed.

Frank, Ernest and %éﬁﬁ

Thomas and John Mason Cook both died during the 1890s and the business was inherited by John's three
sons: Frank Henry, Ernest Edward and Thomas Albert (‘Bert'). During the first quarter of the twentieth ceniury
- a period which saw the introduction of winter sports holidays, tours by motor car and commercial air travel -
the firm of Thos Cook and Son dominated the world travel scene.

The company was incorporaied as Thos Cook & Son Ltd in 1924, and in 1926 the headquarters moved from
Ludgate Circus to Berkeley Street, Mayfair, a once aristocratic area which was now the centre of London
sociely. Then, in 1928, the surviving grandsons, Frank and Ernest (Bert having died in 1814), unexpectediy
sold the business to the Belgian Compagnie Internationale des Wagorns-Lits ef des Grands Express
Européens, operators of most of Europe's luxury sleeping cars, inciuding the Crient Express.

From Wagons-Lits to British Rallways

Shortly after the outbreak of World War H, the Wagons-Lits headquarters in Paris was seized by occupying
forces, and Gook's British assets were requisitioned by the British Government. To save the company from
complete financial collapse in its centenary year, a deal was brokered and, fittingly, the organisation was sold
to Britain's four mainline railway companies. Thos Cook 8 Son Ltd settled its affairs with Wagons-Lits {which
retained a 25% share in Cook's overseas) immediately after the war, and in 1948 the firm became state-
owned as part of the nationalised British Railways.

The Fifties and Sixties

Thomas Cook & Son Lid benefited from the post-war haliday boom, which saw one million Britons travelling
abroad by 1950. The company set up a Business Travel Service and refurbished its holiday camp at Prestatyn
(which had opened shortly before the outbreak of war). Although Cook's remained the targest and most
successful company in the industry, its pre-eminence was now being challenged by new travei firms that were
able to undercut Cook's prices and offer cheap package deals. In 1965 the company's net profils exceeded £1
miltion for the first time, but in an increasingly cut-throat marketplace Thomas Cook began to fall behind its
younger rivals,

De-nationalisation and Beyond

In 1972 Thos Cook & Son Lid returned to private ownership, bought by a consortium of Midtand Bank, Trust
House Forte and the Automobile Association. Radical reorganisation followed and a new, standardised
corporate logo (the words 'Thomas Cook' in "flame' red) was soon introduced. Thomas Cook managed to
survive the recession of the 1970s - a recession which saw the collapse of several travel firms - and enhanced
its reputation for providing excelflent service by launching a Money Back Guarantee scheme in 1974,

Thomas Cook experienced many changes during the 1970s, including the sale of its holiday camp at
Prestatyn and the relocation of its administrative headquarters from London to Peterborough. The firm aiso
became a wholly-owned subsidiary of the Midland Bank Group. In the 1980s Thomas Cook began to
concentrate on its long-haul tours programme, purchasing Rankin Kuhn Travel in 1982 and quitting the short-
haul package tours market in 1988 (a market to which Thomas Cook successfully returned in 1996 when it
acquired Sunworld).

Thomas Cook's longevity was celebrated in 1991 {its 150th anniversary) and the company's continued
success was assured when it was purchased from Midiand Bank by Wesideutsche Landesbank (WestLB),

~Germany's third targest bank; -and-LTU-Group, Germany's leading-charter-airline. in 1992.-Thomas CooK

became a wholly-owned subsidiary of WestLB in 1995, A period of expansion followed - which saw the
acquisition of Sunworld, Time Off and Flying Colours in quick succession - culminating in Thomas Cook's
merger with Carlson Leisure Group's UK travel interests and the subsequent formation of JMC in 1999.

Thomas Cook Today

Today, Thomas Cook UK & Ireland is the second largest leisure travel group in the UK with around 19,000
employees. It is now part of Thomas Cook ple (www.thomascookgroup.com) which was formed on June 19th
2007 by the merger of Thomas Cook AG and MyTravel Group plc.




Thomas Cook UK & lreland today operates a fleet of 45 aircraft, has a network of more than 800 high street
stores (Thomas Cook and Going Places), leading websites (www. thomascook.com and www.mytravel.com),
its own television channel Thomas Gook TV {Sky channel 645) and some of the world's favourite travel
brands. These brands include Airtours, Club 18-30, Bridge, Cresta, CruiseThomasCook, Direct Holidays,
Flexibletrips, flythomascook.com, Latitude, Manos, Neilson, Panorama, Style Holidays, Sunset, Sunworld

Holidays, Thomas Cook, Thomas Cook Signature, Thomas Cook Sport and Tradewinds.
The company's airline, Thomas Cook Airlines, flies from vartous regional airports to destinations worldwide,

Thomas Cook offers a range of financial services, including foreign exchange at campefitive rates, the
Thomas Cook Credit Caid in conjunction with Barclaycard, the cash passport and & wide range of iravel

insurance policies, It is the only major travel company to be FSA regulated for its travel insurance, which is
underwritten by AXA. The company also owns White Horse Insurance Ireland Ltd.

One reason for the company's longevity and continued success s its commitment to providing exceptionat
service. Thomas Cook once described himself as 'the willing and devoted servant of the travelling public'.
Today, more than 160 years after his pioneering excursion, these words remain a fitiing epithet to the
company he founded.

Further Reading

W. Fraser Rae, The Business of Travel - A Fifty Years’ Record of Progress (Thos Cook & Son, 1891)

John Pudney, The Thomas Cook Story (Michael Joseph, 1953)

Edmund Swinglehurst, The Romantic Journey - The stoty of Thomas Cook and Victorian Travel (Pica Editions,
1974}

Edmund Swinglehurst, Cook's Tours - The Story of Popuiar Trave! {Blandford Press, 1982)

Piers Brendon, Thomas Cook - 150 Years of Popular Tourism (Secker & Warburg, 1891}

Robert ingle, Thomas Cook of Leicester (Headstart History, 1991)

Derek Seaton, The Local Legacy of Thomas Cook (self-published, 1996)

Lynne Withey, Grand Tours and Cook's Tours - A History of Leisure Travel, 1760 to 1875 {Aurum Press,
1998)

Andrew Williamson, The Golden Age of Travel - The Romantic Years of Tourism in Images from the Thomas
Cook Archives (Thomas Cook Publishing, 1998)

Paul Smith, The Hisfory of Tourism - Thomas Cook and the Origins of Leisure Travel {boxed set of four
volumes] (Routledge/ Thoemmes Press, 1998)

Jili Hamilton, Thomas Cook - The Holiday Maker (Sutton, 2005)

Company Archives

Thomas Cook possesses a unique collection of archive material covering all aspects of the company's history
fram the founder's first excursion on & July 1841 fo the present. This material is held in the Company Archives,
which functions as a corporate 'memary', offering an information service to Thomas Cook's various
departments and to interested members of the public, as well as providing research facilities for academics,
journalists and picture researchers from all over the world.
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HAVE YOU GOT WHAT’
IT TAKES?

Club 18 30 hohdays are lookmg to recruit
holiday reps for the Summer 2009
season. Placed in one of our resorts in
Greece, Spain, Turkey or the Canary
Islands, you will be responsible for

ensuring that our clients have the best |
*holiday ever. 1
You will be outgoing, confident and full of 1
enthusiasm. Added to whsch you will need
to be able to ‘think on your feet" and deal I
with a wide range of problems and 'l'r'lcky
situations as they arise. The hours are
long so bags of energy is a must.
If you think that you have what it takes
to make a young adult’s holiday an
8 experience o remember we'd like to hear
fr'orn you
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Ring the number below to request an
application form and return it completed
together with your C.V and a letter
briefly outlining why you think you would I

be suitable for the job. I
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Appendix o)
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o '.-'l_ob Title: | Resort representative
RespdnSible to: ~Resort team manager

Séop_e and general purpose;: Responsibility for Ioo’king after a
group of clients on package
holidays at resorts

Main duties:

o meeting guests at the airport;

 escorting guests to their accommodation;

« - organising and hosting welcome meetings (often for up to 200
people);

« selling and organising resort excursions and other activities;

» responding to clients' queries (this may involve being on duty for set
‘times each day);

« handling client issues, such as: lost luggage or passports;
allegations of theft or other crimes; problems with rooms; and
“health problems, injuries, or even deaths; |

|+ dealing with unforeseen 'non-client’ problems, e.g. flight delays,
coach strikes;

» resolving any conflict with or between clients;

« establishing and maintaining relationships with local hoteliers,
apartment owners, agents and travel companies; |

- maintaining an in-depth knowiedge of the resort and the local area

1 in order to answer clients' questions;

« keeping up to date with local events and actlvatles, which may be of

interest to clients;

» Mmaintaining an in—depth knowledge of all the excursions offered:;

« accompanying customers on excursions and acting as a guide;

» taking part in and organising daytime and evening entertainment;

« checking hotel standards and safety procedures;

 keeping basic accounts and records, and writing reports.




R eneivy 4

P

Job Title: Resort representative
Characteristics Necessary Desired
Physical characteristics | Age 18 years or over
B ~ |Good health - e
Personal attributes and |Outgoing Fiexibility
qualities Confident Proactivity
' {Good communication skills | Planning and

(both written and orat)
Sense of humour

1Common sense .
Friendly and approachable
manner

Reliability

organisational skills

Education

4 GC_SE’s at grade Cor
tabove including English
tand maths -

Vocational qualification

related to tourism
Level 3 IT qualification
First Aid Certificate

Personal achievements

Evidence of teamworking
Evidence of problem /
solving

- | Evidence of working under

| pressure

Evidence of taking
responsibility for a
substantial team task.
Evidence of dealing with a
highly pressured situation

Work experience

Customer service focused
employment
Dealing with a range of

{ Dealing with young adult

client groups
Customer service

tourism and hospitality
industry

Use of IT

Complex cash transactions

Other

Foreign language (Greek,
Spanish, Turkish or sign
language)

Full passport

41
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Here you can see my appearance is good. I
am wearing black trousers with a smart shirt
and black cardigan. This makes me look more
professional then if I turned up in jeans and a
T-shirt. This shows I'm serious about getting
this position.

Here you can see that upon entering
the room I walked over to shake
hands with the interviewer. This
gives a good first impression and is
always a nice thing to do when
meeting someone.




Apnench o

o

Witnesg Statement

Date: 31t October 2008



fpperdnx

I have good eye contact and body language.
My hands are clasped on my knee. Thisis
better then fidgeting with my hair or chewing
my nails. This shows im taking in what the
interviewer has to say to me.

This picture shows me sitting with the
interviewer. T am smiling which is good, |
whilst talking.

The interviewer looks engaged in what im
saying and smiling back. This shows good
communication between us.

Ll
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- Candidate name:

Total scoring

H My

Section

Score available

Actual score

Written
application

IPersonal
introduction

Problem solving_

Numeracy

{Interview |
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135
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Personal introduction scoring

Candidate name:
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Comments

Score

Confidence
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Candidate name:

Problem solving scoring

Aol

Skills

Comments

Score

Confidence

Oral
Communication
/listening skills

“Problem solving

Team workmg

Customér
focused
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Candidate name:

Appearance scoring
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Candidates name:

Tell us a bit about why you want to be one of our holiday reps
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S0 what skills do you think that you have that would make you a
good rep?
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I see that you have achieved a double A’ level in Travel and Tourism.

What aspects of the course might help you if you were to work for
us?
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One of the key qualities that we look for in our reps is common
Sense when dealing with problems. What sort of problems do
-you.think that you might have to deal with?
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You have a range of work experience. Can you tell us about one
aspect of this that would help you in your role as a holiday
rep?
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No job is perfect. What do you think the downside might be in
working as a Club 18-30 rep?
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You've applied to one of the biggest holiday companies. What
do you know about our company?
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Interview Schedule

~__Time Candidate
11.20-11.40 Pippa |
11.40-12.00 Danielle .
12.00-12.20 Zoe B
12.20-12.40 Zoe H
il 12.40-1.00 Holli
1.30-1.50 B Becky |
1.50-2.10 ) ~_Alex
12.10-2.30 Shelley
2.30-2.50 Rachel
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