~wo's/Don't
Human Resources in Travel and Tourism-G7235

Though the assessar has filied in comment box and included page
numbers specific annotation of svidence is unclear and in some cases
not evident _
Candidate introduction---There is some definition and an attempt at
quote but reference is unclear. However recording comments about work

experience and pages 11to 5 are mostly irrelevant to the assessment
criteria and therefore unnecessary.

AO1

This has generally been well covered. There is management structure
but Candidate has made little reference to charts included in the work
and type of structure with reasoning,

Candidate commences by treating organisations separately as mark
band 1 but then approaches the compare/contrast. There is some lack of
reasoning behind some statements to provide a full understanding of

issues. Values and attitudes not always clear.
Mark-8

AO2

Needs analysis tends to be intrinsic m the evidence and considered
holistically. There could be greater relevance to the skills and gualities
needed for the job in line with the requirements/needs of the company.

There is an attempt at a plan and implementation programme but this
needs developing.

Mark 7

AO3

There was a DVD with clear evidence. There are witness statements.
Good evaluation and recommendations but could develop more
reasoning. However, the Candidate has used the same job role as
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Criteria

AO3.1: You provide
evidence of your participalion in an
Inferview, as a candidale, for a job
role in the travel and tourism

inclustey;
there may be limiled evidence of

your research into the requirements
ar skills of the job concerned and

- no atiempl at anaiysis of your own
performance;

1012345

AD3.2: you provide clear eviden.
of your research into the
requirements of the job for which
you afe being interviewed, as well
as evidence of your parficipation in
the interview, as a candidale, for a
job role In the travel and tourism
industry;

you provide an analysis of your
performance, with same attemnpt at
making recommendations for
improvement in your performance
or further skills that you need;

[6789]

e cbmprehensive research into the

._“,mmn:mq Com

03.3: you provide

requirements of the job for which
you are being interviewed, and you
give a mature performance inan
interview situation for this job within
the travet and tourism industry,;

you also produce a thorough
analysis of your performance during
this interview, with weil-censidered
recommendations for improvermnent
in your performance and the skilis”
which you need to develop to
improve this performance.
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AD4.1: You evaluate briefly how
your chosen organisalion manages
the trairing, molivation,
performance and discipline of its
staff and your conclisions and
references to relevant legislation
are limited; there are omissions
andfor inaccuracies in your
inlerpratation of technical language
or content;

AD4.2: you provide an evaluation
of how your chosen organisation
marages ihe training, motivation,
parformance and discipline of its
staff and you draw some supported
conclusions, which may not be
whofly reafistic but meet the
requirements of current fegisiation;
there may be some inaccuracies
and/or omissions in content and
fittte reference to valuas and

attiiudes of stakehalders;
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AD4.3; you produce @ gritical and
comprehensive evaluation of the
way the chosan organisafion
manages {he training, rnotivation,
performance and disciptine of is
staff, which inciudes valid
conclusions and recommendations
for improvement reflecting the
effects of tegislation and the values
and attitudes of siakeholders.
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introduction /

L2
For our Trave! and Tourism course we are looking into the many different areas of
Travel and Tourism industry, one area we intend to focus our research on Is the
Human Resource departments within two very different organisations. While the term
‘Human Resources’ is most commonly used within the work environment many
organisations refer to this department as ‘personnel’, although they do mean the
same thing there are few things that differentiate the two, these include personnel
management focusing more closely upon staff welfare and administrative record
keeping while human resource management links more closely to the issues of large
investment for example staff salaries, training and meeting budgets. This basically
means that one is more staff based while the other is slightly more focused upon the
money side of managing staff. There are many different definitions given to human
resources due to it covering such as large area of an organisation, it is also because

the human resource depariment in every business is different therefore has a
different meaning to each business. ‘

The Chartered Instituie of Personnal and Deveiopment defines Human Resource
management as "a management process to enhance individual and coliective
contributions to the iong and short te uccess of the organisation”.

The Heinemann A2 Level, Travel and Tourism textbook states that “Human
resource management within an organisation is that part of the management that
relates to the recruitment, training, retention and performance of staff, as well as
administrative issues such as pay, holiday entitlement and sick leave.”

From my experience in the area of human resources, with regards to my par time
work as a sales assistant within the Early Learning Centre and from my work
experience at a variety of different travel and tourism based companies, including 2
hotels and Gatwick Airport. | have learnt about how this particular depariment runs
within the different organisations and noticed that they were all very unique. | found
that while one method of running the department of human resources works well for
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Organisations have three types of rescurces and the distribution and inter-
relationship between them is extremely important to the success of the business. |
will make a table to show the three resources and what each of them includes.

I Human Resource
|
Management area

| Human Resource Tasks

industry Examples

Organisation

Job role and Design

| Tour representatives

Resourcing

Recruitment and selection

Cabin crew

| Employee rejations

Industriat relations

Baggage handiing

| Performance Management

Target setting and
monitoring

Trave! agents

Human Resource

' Management

Career management

Hitton hotel

Reward Development

| Pay systems
|

Tour operators

Human Resources is of major of importance to the Global Tourism Industry due to
the vast number of staff employed in providing services for travellers and tourists.
The World Trade Organization is the only giobal international organisation dealing
with the rules of frade between nations. “Their goal is to help producers of goods and
services, exporters, and importers conduct their business. According to the WTO
tourism generates a higher contribution of Gross domestic product, jobs and
investrnent than most other economic activities. In many deveioping countries and in
particular in emerging tourism destinations, tourism is the principal service sector
activity and source of employment for young people.”

Issues are continuously being bought up with regards fo human resources some of
the latest ones would be competition, internaticnal operations, technology, legislation

and athical issues

Camnatitinn
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department as it may require them to enter staff in for further training to increase
their level of customer service due to the demand of nigh quality customer service,

International oparations

Since the rise of foreign travel, internationa) operations has become a serious issue.
Itis well known that many travel and tourism organisations have finks with foreign
destinations, global providers of products and services and overseas customers. Any
large multinational organisation needs to be able o standardise the way in which its

staff work in all divisions around the world so as to be able 1o create and maintain

its
corporate culture. '

Technology

Although newly established, technology has become one of the biggest issues
bought forward by human resource management. With the help of technology trave
has been able to offer new opportunities and move forwards, saying that the affects
of it have not only been positive, along with improvements it has also created
problems. The human resource function is directly affected by the use of technology,
such as using email and intranet systems as an internal communication tool and
many others. Technological change often enforces organisational change- where

computer technologies have been considered secure and effective, former job roles
and work allocations may have to change.

Legislation

The number and rigour of statutory regulations affecting the way in which employer-
empioyee relations operate are increasing. The following is a list of the areas in
which employment law has recently changed in ways that are fikely to affect travel

¢ Equality of opportunity laws, including disability discriminating laws

«  Working time reguiations

= Nafional minimum wage

¢« Maternity and paternity requlations
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Needs analysis

Needs analysis is & management tool used to identify the staff required by an
organisation at any given time. It identifies not only the number of employees
required, but also enables the human resource department to distinguish the tyoe of
skills of the employee best suited o each job role

The labour market

The labour market is the market in which workers compete for jobs and employers
compete for workers. it is very important that the human resource departments of
large travel and tourism organisations keep well informed of the changes which
affect the labour market as these will affect recruitment and retention of staff within

the organisation. Many factors affect the labour market these are most commonly
classified as either external or internal influences.

External influences are those that are beyond the control of the organisation. They
are likely to have an impact on the operating environment of the travel and tourism
business af a local or national level. External influences wilt affect will affect all the

companies within & sector or region these include the following the
¢« Economy

« employment levels

s employment trends

= skills shortages and surpluses

e compeiition for job seekers

+ market demand

e jocation issues

« seasonality, tangibiiity, perishability

e current issues affecting the travel and tourism industry

internal influences on the labour market are those that are within the contro! of the
organisation, these incliude

s Staff turnover
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Human Resources- The Caravan Club

Human Resources (s a very impoertant part of organisations, when competently
managed it can help to maintain the hard work of an organisations staff. Hurman
Resources consists of a number of areas such as staf training, management,
motivation and emplioyee relations. The Caravan Club has an extremely effective
and hard working human resource team who constantly strive to heighten their staf's

methods of working. We have researched the Caravan Club’'s human resource
department and therefore able

to draw a number of conciusions regarding how
effective it is.

in order to have a hard working and successful Human Resource depariment
the staff you employ must be competent and skilled. The Caravan Club employ over
1,000 people who are situated both in head quarters and sites around the country.
Around 300 of the staff at the caravan club are based at headquarters working o
pass on their skills and keep the organisation running successfully. 600- 700 of the
members of staff work at the different sites under the roles of Warden and Assistant
Warden. They work to keep the many different sites up to the standard expected by
their members and to continue to attract others, it is a challenging and demanding
job, which requires them to keep all staff motivated and continuing fo work to a nigh
standard.. The Caravan Club also have many volunteers working for them, they are
very highly respected and appreciated within the club as without them it is unlikely
that the organisation would run as successtully as it does with them.

Not only is it important that to the organisation that staff work hard it is also
essential for the location of the organisation to be easily accessible. Although the
Caravan Club have sites based all over the country their headquarters can be found
in East Grinstead. Their headquarters is a large office complex with 3 floors. It is
open pian and modern building, which allows flexibility between departments,
creating a very nice working environment for all members of staff. The Caravan Ciub
also have a distribution base at Felbridge, alsc known as the industrial unit. There
are hundreds of sites based in the UK and Ireland open to the members of the
Caravan Club with further ones bemg introduced. Sites in the UK currently stand at
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from the membership feas the majority of the money that nelps keep the Caravan
Club running is from seliing insurance services such as caravans, cars, housas and
bets, private heallh is also readily available from the Ciub. Breakdown services
offered by the Caravan Club are another source of funding. From all the funding that
the Club receives It means thay do not nave 1o borrow maney from any other
sources such as banks, as they have more than enough to fund projects and things
of thetr choice, that they believe will benefit the club. without being in debt or owing
someona money.

When starting a business it is essential to set aims/ goals in which the
business hopes to achieve. When putting together a business plan the obiectives of
the organisation must be thoroughly discussed. The Caravan Club hopes “to bring
together those interested in van life as a pastime. . to improve and supply suitable
vans and other appliances....to develop the pastime by collecting, publishing and
supplying to members, books and periodicais and lists of camp sites efc... fo arrange
camping grounds™. I is very common for an organisation fo assess whether or not
objectives and targets have been met and if not, ways in which they can be
achieved. The Caravan Club has maintained this objective for 100 years and strives
to make sure they are continuously met.

Aims and objectives are often set in the interest of the stakeholders; they are
often beneficial to them in some way. The stakeholdars of the Caravan Club are
mostly the members of the Club; however the insurance companies, breakdown
companies and suppliers who work in partnership with the club are aiso counied as
stakeholders. Any company or organisation who work alongside the Club, are
counted as stakeholders as they have much business concerming now the Ciub runs
and its success. The Caravan Club feel it is very important to report to their
stakeholiders, they do this by the directors of the Club reporting 1o the club councils
who wili then report back to the members, suppliers and parinered organisations.
The majority of the information regarding the club is passed on through the Caravan
Ciub’s monthly magazine and Web site, which incidentally had 3.2 million hits in

2006 showing that it is largely popular and that people linked to the Caravan Club do
show an interest in the operations and success of the club.

Organisation
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make the decisions for the company is the director general, however they are not
their own boss they must report back to the committee before any large and
important decisions can be made. The caravan ciub has a number of department s
within thelr company that must be run these include Finance, Marketing,
Membership services, Information systems, Personnel, Administrative services and
Estates. in addition to those they have a distribution centre that manages the

distribution of all their membership correspondence. Each of these departments are
very unigue each having their own objectives to be met/ achieved,

The Administrative services department is accountable for the post room, recaption,
housekeeping, maintenance and other general office services at East Grinstead
House, together with The Club’s health & safety department. Together they are the

back-stage team, providing essential in-house services to suppon the front-ine
departments.

The finance department is in charge of producing financial pians, management
information, management and statutory accounts and are responsible for financial

controls within The Club and ensuring compliance with relevant legisiation and
accounting standards

The information systems in a very complex department who is responsible for
ensuring systems meet the day-to-day operational needs of The Club. They are
responsible for the development of IT systems and infrastructure to support The
Caravan Club’s business communication about 1S within all areas of the Club's
operations. It is alsc responsible for the provision of technical expertise and
guigance {o The Club's management on the on-going development and

implementation of the Club’s systems strategy, inciuding provision for business
continuity.

The marketing department is a very large department within the organisation the
different areas focus on separate branches of marketing. The membership marketing
division focuses on recruiting and retaining members, as well as marketing The
Club's insurance and financial services. They are also committed to adding value to
the membership proposition by offering different products and services to members,
as well as creating relevant affinity parinerships with companies who can really offer
something of "valug" to their membership. While the public relations department

Fmmitmmm mm wmimie e dbeon e LI L ot
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marketing would be Insight and planning it is an area that has only just been
introduced it covars market and membar research, competitor intalligence, data
analysis and pianning. ts main aim is t¢ gain 2 deeper understanding of member
needs and anticipate now The Club can im prove sarvices and products 1o meeat
these. E-commerce is responsible for the management of the wabsiie ensuring it is
up ic date and contains interesting and relevan: content. The website is constantly
svolving and thers is the need o oversee and test any developments of the wabsite
and introducs new sarvices to ansure the Hegt possible member exparience. There

are three further areas in the marketing department they are all smali groups
however, have quite large responsibilities the departments are called publications,
UK technical advice and finally svents. All of these departments are extremaly

important as the success of the club depends on how effective the different areas of
marketing are. ’

Membership services are a further department employed by the Caravan Club they

are also quite a large department consisting of 4 separate business entitias spanning

membership operations, travel, U.K, Sites operations and insurance and financial

services. They are responsibie for taking inbound cails from existing and potential
members regarding their full range of products and services, catering for the
overseas travel requirements of our membearship and includes our Bed Pennant
breakdown & recovery servics, manage the U.K Sites network and aiso orovide

scheme underwriting/medical screening and technical support to the contact centre
regarding all Club insurance products.

The final department within the Caravan Club would be the personnel department:
they are responsibie for the welfare of all Club staf both within tast Grinstead and
across the sites network, advising on the formulation of Ciub policy and procedurs in
respact of recruitment, training and development, employee benefits and
employment faw.

it is essential that all these departments run effectively in order for the entire
business 1o succeed. Each department has their own jobs 1o carry out and without
even one of these depariments it would be uniikely that the organisation would be a

successiul as it is today, therefore in order to continue with thair present success,
good management of these departments is crucial,

As you can see in the staffing/ organisation chart, lines of communication through
direc

tors runs downwards to line managers, who they must consult when deaiing

P . T



perspactives. The Caravan Club's major company decisions are made by the
executive commitiee, while the lesser decisions are made by directors of
departments which are usually in referance 1o their departments of which they know
pest. Decisions are usually made from the feedback that the company receives from
their members for example if they were thinking of making a change they would
consult their members and ask of their opinions. A large amount of consideration
goes into how their decisions will affect their members and whather it will create a
positive or negative atfect will be decided by executive commitize.

Employment relationships

Management culture is very important within an organisation. Staff must be
aware of who they should go to if they have a problem or query and should also
know that their management team is working to support all their members of staff
and meeting their needs. The Caravan Club creates their management culture by
clear responsibility framework and teamwork; they belisve these are essential to
Create a successiully running team.

Empioyment relationships are very important as it is essential that 2l staff
members are happy with their working environment, the largest part of their jobisto
work alongside others thergfore it Is important that they are happy with thair
colleagues. !t is very important that staff know which colleagues are in which
positions, the Caravan Club have created a very clear organisation chart which
shows which members of staff ars which positions and who they should go 1o if thay
have a probiem, they have aiso created a line management structure which is

exiremely clear, stating that that main method of running the company is through line
management.

Resourcing

When looking into the area of resourcing it is very important to consider the number
of staff needed for the establishment, thinking of how many will be needed to make
sure the organisation runs successfully, effectively and also for staff to know they are
being supporiad by not putting major amounts of unnecessary pressure upon them,
which could be taken off by employing the right amount of staff for the job. A 5 year
action plan is produced to look at developments, changes and new ideas. Many of
these ideas regarding deveiopment are picked up by the questionnaire the Caravan
Club asks their members fo fill out. They know they will receive an honest opinion
from their members, which is likely to benefit evarvane. The human rasonrces
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job role is next to none. In the case where the skil

ls they comprise ars not up to
expected standard, the opportunity for training is available. The Caravan Club offers

both intermal and extarnal training to make sure that their sta¥f work to the standards
that is expected by the company. Internal training ensures that they are trained in the
correct way by the company rather than the skilis they learn form external sources
that are not refevant o their job role and the tasks they will be carrying out.
Organisation tend to have very different recruitment and selection Drocesses,
as they choose the way in which is most suitable for their company; the Caravan
Club internally advertise all thelr jobs by maans of their website and magazine. it is
very commeon for internal staff to be promoted and made the firgt choice when job
roles are being recruited for they belisve that experiance is very important therefore
staff that are loyal and want 1o remain working for their company are very suitable for
the positions they offer,

Although it is common for internal staff io be promoted and offered new
roles it is sometimes necessary for the com
contribute new ideas and bring about a bit of a positive change. This will help to keep
the members of staff on their fest and motivated so that things don’t become
repetitive. The Caravan Ciub have a very tong and effective recruitment and
selection process whereby they many things are considered and tasted for. The
Caravan Clubs recruitment and selection process starts by them advertising the job
In their magazine or through their website it will inciude a job description and person
specification, which is when the applicant will decide whether they are suitable for
the job being offered. They will then be asked to compiete an application form and
letter of application. If the applicant passes this stage they will then be asked to
attend an interview whereby they wili be asked o answer a number of queastions for
example why they are interested in the position. The applicant will then have to
complete a number of tests and assessments which will then make clear {o the
company that they are suitable foe the position being recruited for. Final
make their decisions by completing a matrix which wili
applicant from the person specification intervi
psychometric test, which will show who

job
pany {o bring in some new blood that will

ly they will
add up the scores of the
ew, assessment 1, 2 and finally the
Is most suitable for the position,

Performance management

The area of performance management is one of the most important parts of
maintaining & good working team. The Caravan Club carries out a number of
methods to measure the performance of individuals, teams and the whole
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staff motivaied and by sefting targets and goals for their staff to mest they can
maintain hard work from their staff, therefore allowing them to take part in raining

schemes they will keep thelr staff motivated as it will help contribute them attaining
their goals/ targets.

Human resource development

As | mentioned previously much of the training that takes place within the company
of the Garavan Club Is in-house, while some training is already set up it is sometimes
necessary for special training needs to be developed. For example if a member of
staff is looking to better themselves and apply for a senior position, it is kkely that
they will already have the training schemes ready for them, however for newty
introduced job roles new training programs will have 1o be created as they will not
have frained anyone to gain that role before. If the Caravan Club cannot offer certain
training, individuals will be sent on external courses, however the club iry to keep
this 10 a minimum as it can be costly.

I also previously mentioned that opportunities for promotion are a good
motivator, therefore the Caravan Club find that by offering their jobs through internal
recruitment is likely to help them gain the most suitable candidaie for the job, as they
are going to be a loyal and motivated member of their organisation. Most of the staf
wiihin the organisation are promoted from the basic jobs where they first started off

as they have learned further skills which have enabled them to take on much more
responsibility within the company.

Reward management

Looking into the area of reward management in regards to the Caravan Club | found
a very clear pay structure. It is a set pay structure that increase yearly for all member
of staff at the same %. This maintains fairness which then goes on to keep a positive
working relationship between staff, which is essential in this kind of organisation. The
Caravan Club use an outside company to review pay with the market rate. They do
this to make sure that staff are being fairly paid with reference ‘¢ how much other in
the same position are and also how well the market/ industry in which they work is
doing, therefore if it is doing well they shouid be eligible for a pay rise if they are

working hard as the organization can accommodate this due to the success in the
market,

L. S
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can vary whether it be a permanent or tem porary staft must work to what the
contract states and agree with the terms of i before signing. The Caravan Club offer
all types of contract; therefare they employ both permanent and temporary staff.

Emplovee relations

Employee relations are very important within an organisati
stafi to be part of both formal and informal organisations that support employeses and
their actions within the companies they work for. The caravan club use both formal

and informal methods to heip with employee relations, however there are no trade
unions or staff associations at the Caravan Club.

on; itis very common for

Human resource planning

The Caravan Club has a very clear method of needs analysis, as | mentioned
previously they have a 5 year action plan which looks at deveiopments, changes,
new ideas and looks at plans and consequeancas for staffing and finally the affects of
changing levels of responsibiiity and aisc to predict future staffing changes.

Some organisations believe that a low turnover is geod white others require a
high one, organisations such as hotels turnover as many as /0% of their staff while
the Caravan Club only have a low staff urnover, at just 2%. The caravan club
believes the main reason behind their low staff turnover is targely to do with the
rewards they offer their staff. They belisve that by treating their staff wall, paying

them fairly, supplying good working conditions and finally supporting them

throughout their work will maintain staff ioyaity and will continue to nelp them retain
their low staff furnover.

ltis very important that organisations try fo limit sickness and absentseaism
rates, although this can be quite a difficult and an unpleasant job to carry out it is
essential. The Caravan Club manages o limit sickness and absenteeism through
monitoring. Staff returning from sickness are helped get back to full time work
through a large amount of support and as | mentioned previously the club do offer
private health to their members of staff, therefore showing their support and concern
for their staff's heaith. In some cases however it is necessary to use their medical
assessment to confirm that their staff are sick and not just skiving.

In some businesses the affect of their recruitment process can have an effect
on economic climate, however the Caravan Clubs recruitment process has not effect

on the economic climate and there has never been any problems with regards to this
issue as the market laadaer attrart ctaff
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found that the Caravan Ciub has grown every vear in jast 100 years, showing that is
very much affected by the Travel and Tourism industry and also people’s decisions
o travel,

For some businesses it is impessible to employ local people: however some
organisations believe it is the best way to employ staff. The Caravan Club much
prefer to employ local people and find that there is no problem finding candidates in
East Grinstead, as the skill levels of the local people are good, this is because the
area of East Grinstead is very well respected and is quite an expensive area to live
therefore the majority of people who live there have jobs therefore are likely to be
very well educated and leamt important skilis. Alihough thay find it easy 1o recruit
from the lccal area, 1T staff are much harder to come across as the must be
extremely well skilied in the area of which they work, The Caravan Club also have
found no problems in recruiting from the UK. They have nowever found that there is
such as large demand of people wanting to be Wardens and Assistant Wardens that
many of them are having to wait for & placement, with over 200 waiting for sites.

The use of sub coniractors is quite common within organisations howaver the
Caravan Club do not make much use of them with them only employing a coupie. All
work carried out is in-house and is as far as possible.

Looking at the Caravan Club there appears to be no skills shortages within
their organisation, which is very effective and beneficial to them, as it means that
training is not necessary for a number of their employees.

Many staff get head hunted through different organisations, and within the
company of the Caravan Club headhunting takes place both ways, meaning that

they look for people within other organisations while others ook for people within
their own.
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Human Resources — Cheguer Mead

On Monday 10" March we visited the Chequer Mead theatre located in East
Grinstead, as we were studying the unit of human resources we wearsa interestad io
ses how thelr department ran. From interviewing Hannah Kester the, departiment
chief executive officer, we were able to gain a large amount of information regarding
Cheguer Mead’'s human resource department. which then helped us 1o compare the
two organisations: Chequer Mead and the Caravan Club.

The size of an organisation’s human resource depariment is usually dependant on
how large the company is, as a small organisation, Cheqguer Mead employs only 10
permanent staft. 4 of these are full time while the other § are part time. Hannah
mentioned that they also plan to appoint a new part time member of staff to halp with
the many tasks that must be carried outin order for the theatre to remain open.
Although it does not sound like many members of staff, they do employ over 100
volunteers who are keen to iend a helping hand when needed. Volunteers genearally
carry out tasks such as being stewards when plays are taking place and also
covering the bar, making sure all customers are happy and being served. Although
the company is cnly small there are many tasks that need to be compleied by only a
stall number of employees, however Chequer Mead does not have to worry about
this as they employ staff, who they believe have the skills to multitask as it is very
important in their line of work 1o be able to do so. It is also important that chequer
mead’s staff are flexible in their job roles, this means they have 1o be able to
complete other tasks and take on further responsibilities in addition to the ones they
already do as they do not have the resources to take on any more members of staff,
being just a charity trust.

Chequer Mead is located in a very popular area, being based in the centre of
East Grinstead town means that transport links are fantastic and helps make the
theatre’s accessibility easy and high. The theatre is very close to a busy high streat
which also means there are many large car parks in the close vicinity. The actual
building has a 340 seat capacity which allows them to show over 200 shows every

vear Kint anivic dharn o larma amoaomt At amnnco far miratoemmes aoibbnbin dnos oomdneald
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gained from the bar goes straight back to the Town Council which t
decided how to spend it on the establishment. The bar Is a separate business within
the building which means that profits gained from it do not belong to Chequer Mead,
but to the council. The £80,000 grant from the council largely covers the salaries of

the staff, which totals arcund £100,000. The crganisations turnover is about £300.00
per year, with about £8,000 made as a profit each year. The bar can make over
£30,600 profit every year for various reascns, howsavar like |
does not belong to the theatre. Although it

hey will then

&
previousty mentionad it

is not asked of people chequer mead do
receive a large amount of funding from scurces such as Chequer Mead friends and

with people donating money for items within the centre, which means thay are able
1o raise large amounts of money to help fund new ideas that coutd benefit the
theatre.

As & charity trust, Chequer Mead has very different aims and objectives 1o
other organisations offering services to the public. Rather than choosing to make
money for themselves they prefer to put the money back into the resource which
received the donations in the first place. Chequer Mead aims to educate the pubiic
on the arts while also providing a commun ity facility for iocal people, showing that
their aims are very selfiess and are plainly for the benefit of others. Their main aim is

1o fulfil the needs of theatregoers by offering them a fantastic facility to watch
amazing shows. These have been the obj

ectives from day one and continue to the
present day.

GChequer Mead has very different stakehoiders compared to organisation such
as the Caravan Club, their main stakeholder are the community Tax payers of Fast
Grinstead, this is because the money they pay to the council goes fowards the
£80,000 grant that the theatres receives. The 14 town counciliors who are frustees of
Chequer Mead are also counted as stakeholders. While there are no shareholiders

for Chequer Mead (due to their position as a business being categori

sedas a
voluntary organisation)

they do have main hirers who are also seen as stakeholders.
As Chequer Mead believe it is very important o inform their stakeholders of
their present.goings on, so they make sure that their Chief Executive Officer (John
Durrant) and Deputy Chief Executive Officer (Hannah Kester) report back to their
review group every month. As they provide the £80,000 grant each vear. the East
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speak to Hannah or John when experiencing a problem of which they can sort out
themselves. itis very important that within organisations that ali staff members are
aware of their responsibilifies within their departments, All the iobs mentioned above
are speciiied in the job descriptions put together by Cheausr Mead: howaver
everyone must be able to multi-task and also use a hands on approach to get things
cone, atthough for some businesses this would not wark, for Chequer Mead it is a
very well suited method of running their organisation,

As I mentioned above the different positions of each member of staff, they
nave a very clear and effective staffing structure which is very well managed, they do
this by making sure that Chief executive officer, deputy chief executive and technical
manager discuss the different department responsibilities. They also make sure that
everyone aftends the monthly staff meetings. Cheguer Mead is very unique in how
their staff work together, rather than all working in separate offices, they all work
together in one, although in some businesses this would not work as chequer mead
s so small there is no other way. They do find it to be quite beneficial as it makes
communication between the different departments exiremely easy as averyone is
sifting together in one room. Chequer Mead do not find that they need a structure for
lines of communication within the different departments, as they are such a small
organisation and can easily discuss matters with each other regarding the different
depariments.

With regards to staffing structures in the different departments of Chequer
Mead, one person is responsibie for the each of the different departments, they only
have one job share within the team at Chequer Mead and that is in the marketing
and PR depariment.

Similar to many other organisations, Chequer Mead designs their job roles by
putting job descriptions in place so responsibilities are very clear. And staff are
aware of what is expected of them and also to prepare them so that they know what
to expect from the job. Chequer Mead believe it is very important to regularly review
existing job roles which if needed can then be adjusted/ changed.

taff at chequer mead are all aware of who their senior staff are, therefore
know who 1o go 1o if they have problem/ question. It is important that staff know who
0 go to, if an important decision needs to be made. Within Cheguer Mead, day to
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should respect and work hard for but also to know who o go to if they have z serious
probiem. Chequer Mead is very fortunate in how most of the staff working within their
organisation are long serving and ars very toyal, they understand their hirers needs
and have plenty of axperiencs of working within their environment so can deal wiih
thing much more easily than someone who has baan newly introduced to the
company. Management deals with things by means of discussion and cooperation
from their staff. Within this organisation volunteers are welcomed and gently
managed meaning that they are not treated like permanent staff in the way of which
responsibiiities and tasks are distributed to them. Although at present volunieers do
not have contracts, Chequer Mead are looking to introduce them as they belisve it
will make the rotaring much easler and clearer, both for the volunieers and the
employers,

Itis very common for organisations to have a fine management structure,
aven as a very small establishment, Checuer Mead does have one, hewever it does
work up and down the line. information is passed on down the line while suggestions
and ideas are given up. They find that this method works best for them and that a
strict line management is not needed as decisions are made by two way
consultation. This shows that Chequer Mead uses a consultative management
method as their staff are being trusted. This style suits them as strong team work is
created and because there is two way communication and wides

pread responsibility
throughout the organisation.

Resourcing

Atthough Chequer Mead does not employ a huge amount of staff, it is still essential
that they plan for their staffing needs. Full time staff will work 9 am — 6.30 pm
through the week while part time staff can choose from hours such as 9 am- 1.30pm
or 1.30pm- 6.30pm. Every member of staff is expecied to do at least one night shiit

each week o make it fair, this ensures that not only one person gets siuck having to

do thern all. The hours for the night shift start from 2.30pm until 11pm when the
theatre closes.
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\x
the venues in which the candidate has worked as it gives them an idea of what they
have had 1o previously deal with and also how their previous line of work differs from
the one they are about to take on. Chequer Mead believes that customer service
skilis and care are essential for you o possess for you to be able to successiully
work within their organisation. Hospitality experience and event management also
nelp as they are likely to benefit you whilst working at Cheguer Mead. Skilled jobs
are often advertised in the “Stage”, on their websiie and in local papers which aliows
themn to interview a number of people with a variety of skills, this in turn can halp
them fo go on 1o choose the most suitable candidate for the post.

Chequer Mead have a very simple recruitment and selection process which
Includes candidates compieting an application form and submitting their CVS and
letters of application. All staff iook at the information provided and comment on
whether they believe they would work well within the company. Short listing generally
depends on the quality of the application and its presentation. Hannah commented
that it was very commen for applicants to make grammatical mistakes on application
forms, when this is found staff are create quite a negative impression of the
candidaie as it usually gives an idea on how the applicant would works and if they
cannot even fill out & simple they are uniikely to work weall within the organisation.
Interviews for people who have been decided as suitable for the position will be held
with John Durrant, Chief Executive Officer and the board of Trustees. It has bean
found that a few people who have volunteersd to work at chequer mead have been

refused as they are unsuitable. Chequer Mead recruits volunteers through adverts
and by holding a recruiting day.

Performance Management

Performance management is a method, which businesses use to asses the
performance of their staff, they look at how they are operating within the company
whether it is good or bad, they will look at ways in which they couid improve their
work. A number of methods are used to assess an organisation’s workers and their
performance. Organisations look at not only individual performances but, teams and
entire establishment Although Chequer Mead has no set targets that thev must
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course o improve their knowledge and skill level, howeaver this is not offered to all
members of staff dus to it being rather costly, the money for the fraining comes
straight out of the pocket of Chegquer Mead and due 1o the grant they are given
having to pay for a number of other sources they do not nave enough to fund the
external training of all people working for thair organisation. Sometimes it is not
possible for every member of staff to attend external course, so Cheguer Mead will

sometime bring experts in, 10 assist with tramning. All voluntears must take on training
for emergency evacuation and first aid as this is a requirement. Al paid members of
staft are qualified to use the defibriliator in the event of an emergency; this is very
beneficial as there will always be one paid member of staff working within the
building at one time. Staff within the organisation of Chequer Mead are all very well

trained in different areas an example would be the box office staft being

trained io
use Databox software.

Human Resources development

As I mentioned praviously staff at Chequer Mead receive g large amount of training
in many different areas whether it be health and satety or just to improve their own
performance within their line of work, it is essential that the employers working for
Cheqguer Mead are as supportive as possible to allow their siaff the opportunities to
better themselves. Although Chequer Maad believes it is important that staff
continue to work hard and better their own performances within the company there
are little opportunitiss open for internal promotion, this is mainly down to the fact that
they are such a small crganisation. Promotion would involve the member of staff
moving on to another organisation. There are only really opportunities for volunteers
as it is possible for them to take on further responsibilities within the company, such
as working as senior bar staff or acting as duty manager, however they still will not
be paid for their act of generosity. Although the box office staff ¢an not be promoted,
they are trained to a very high level providing them with many distinguished and
superior skills that could help with attaining future job positions, this shows that

Chequer Mead appreciate the high and newly developed skills that their staff are
attaining however they just do not have the rasotireas ta nit tham s

[ e N
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morale by having a social curry night every so often and also having a Christmas
party at thie end of ach year. Chequsr mead do however offer non financial
rewards in the form of free training and also free meals whilst working which is very
beneficial 1o staff, although it only seems small it is graatly appreciated Dy all staff.

As I mentioned previously voiuntesrs are not actually employed by a contract
and although they intend to introduce them, they do not at present thersfore they are
not egally bouna to work for Chequer Mead, it is a different story for paid staff as
they have all signed parmanent contracts.

Employee Relations

it is very important for Chequer Mead to maintain good employse relations as it is
with any business however it is even more so being that chequer mead is so small
and employees work in very close contact with each other (all work in one office).
Therefore it is important that they consider both formal and informal methods of
keeping their workforce happy. In reference to formal methods used, Chequer Mead
holds a monthly staff meeting which is formal and is obligatory for all staff to attend.
They also have formal appraisals yearly for every member of siaff and the chance is
offered to the volunteers. While Chequer Mead does use formal methods it is easier
and more appropriate for them to use informal methods due 1o their size. it is sifly to
hold large formal meeting when oniy two members of staff may be present and also
when the majority of the staff actually work together in one room where subjects can
easily be discussed face to face. As | mentioned informal methods are the most
suitable for this particular working environment as the need for muliitasking depends
on informal contact. Although Chequer Mead does not prevent their workers from
joining industrial relations there is no particular one invented for them. They have the
choice 1o join Trade Unions and such if they feel it is necessary and suits them.

Human Resource Planning

The needs analysis for Chequer Mead completely depends upon what activities are
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and forward their planning sheet to them, this makes them feel more part of the
company and also more appreciated.

Although sickness generally cannot be prevented, organisations do try to fimit
sickness and absenteeism raies. Cheguer Mead however does not, they find that it

does not really occur and in the event of their staff coming down with an iliness other

members of staff are happy to cover for tham until they retum, this is also very

similar with volunteers as they find replacements, if they are unable 1o help out on
one of the days they have been assigned. The matter of economic climate does not
effect Chequer Mead’s recruitment in any way as their volunteers are not paid.

Like many businesses there is generally a period in which it is particularly
busy, this can sometimes have an effect on the employment of companies staff,
Chequer Mead finds that their busiest period is through Christmas, while august is
their quietest. Through these times volunteers will be sither asked to work more or
less depending on the number of shows being shown, while the paid staff will work
throughout the year. A large number of volunteers are needad during the Christmas
months as more shows such as pantos and such are being held at the theatre and
draw in more customers. Like the economical climate chequer mead is neither
influenced by national employment/unemployment trends nor immigration due o the
unigueness of thair organisation. They also aren’t affacted by the trave! and tourism
trends.

Looking further into their staffing we asked i they face any problems recruiting
in East Grinstead, they stated that thay did not however suggested that it would be
nice 10 have some younger volunteers such as the ones ihey take on after they have
experienced work placement for a short period of time.

Chequer Mead try to keep as much work as possible in house however in
emergencies they do have to use sub contraciors for répairs, but because they are
such a small organisation they try to keep this to & minimum due to the cost.

Although Chequer Mead does not feel they have a big problem with skill
shortages, on occasions they do however have problems finding volunteers for bar
work. As the bar work is extremely pressurised and fairly heavy therefore does not
aftract many of the volunteers. With regards to headhunting it does not really take
place, although all local theatres are in a network which makes it naccinla Qtaf
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Differences between Chequer Mead and The Caravan Club

As two completely different organisations it is not strange to find that that they have
many differences. Every company is unigue and makes decisions which they fee

suit and will benefit their own company, Cheguer Mead and The Caravan Club are
no different.

The most obvious difference between the two organisations would be the sactors in
which they are categorised. Neither are voluniary organisations as they both intend
to make money and provide z service to the public. Chequer Mead is categorised as
a public sector organisation as they receive money from the East Grinstead town
councifiors to fund their organisations, the money they make is then passed back to
the council who will decide what to do with. The Caravan Club is categorised as a
private sector organisation whose aim is to make a profit from the products and
services they offer the public. The fact that these are two completely different
organisations found in two very differant categories affects the aims and ob

they set, while one is purely there to make money, the other is there to pro
products and services to the public.

jectives
vide

A further difference between the two organisations would be that their companies ars
organised extremely differently. While Chequer Mead has a charity status, which
means they are not a business created {o make a profit, The Caravan Club are an

organisation that is run through membership, makin

g the two companies extremely
different.

The funding of the organisations definitety sats the two apart. Chequer Mead
receives a grant of £80,000 every year from the town counciliors which is funded
from the tax payer's monay. Chequer Mead also accumulates money from the ticket
sales and hiring of the rooms/ theatre of the establishment. The Caravan Ciub

N N PV
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*Headquarters in East Grinstead, eaming them the title of largest company in the
towr. There are many more deparimenis within the Caravan Club which nesd mors
than just one member of staff to run and complete effectively. Chequer Maad has a
tiny workforce with only 10 paid members, of full and part ime staff they are cne of
the smallest in East Grinstead. Cheguer mead is very pcpuiar and can sometimes be
& very busy establishment which requires quite a bit of staffing however the company
just do not have the resourcas to fund this therefore require their staff 1o take on
more responsibilities and multi task within their work to get jobs effectively completed
to the expected standard, this means a lot of hard work and commitment from the

staff at Chequer Mead. as | previously mentioned The Caravan O

ub and Chequer
Mead have a number of similar departments within thaeir company howsver, while
The Caravan Club has teams working on tasks for the different areas of that

department there is generally only one person workin
department in Chequer Mead.

g on everything in that specific
Although | stated that the locations of the two companies are similar, they are in
quite different, The Caravan Ciub’s, headquariers is based in East Grinstead

however they do actually have sites based all over the UK and freland, which is

much more widespread than Chequer Mead who are sotely based in the town of
East Grinstead. As there are so many sites withi

fact

n the Caravan Club they require a
large number of staff to help maintain and manage them this means that there is

more staff who do not work in East Grinstead than who do. We have found that 250

of thelr staff work at headquarters which means over 700 of their staff do not and are
based all over the UK and ireland.

Although | have already stated their funding is very different, | also noticed that their
finances are handied very differently. While Chequer Mead receives their £80,000
grant from the town council it is alsc handled by them which means they must be
notified when large amounts of the money are being spent on various areas of
theatre. The Caravan Club however raceives over 1,250,000 from

it members which
Is the compiete opposite too Chequer Mead,
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structure is not as clear although it also goes down, it does sometimes Qo up, as
thelr organisation is based more upon teamwoerk where staff members are able o
state and give obinions regarding different matters, Chequer Mead respect all of their
staff views and believe that their staff are loyal enough to keep the organisation best
inferests in mind and that they would only suggest things that will benefit the
company and s staff. As | mentioned they are much more staff oriented within
Chequer Mead therefore their formal meetings and discussions usually turn out to be
much fess formal as there is so few of thern and ask that everyone joins in.

From much research inte the two organisations human resource departments | found
many differences in both how the depariments are run and also what is involved with
the running of them. | found that within The Caravan Club it is a much more high
powered work environment, with staff having to be continuously motivated and
rewarded for good work and working towards achieving their goals/ objectives.
Chequer mead is extremely different to this, they have no Human Rescurces
department, just one member staff making sure that other employees are completing
tasks that would need to be covered by a Human Resocurces depanment this task is

carried out by John Durrant as he is in charge of all of the departments within
Chequer Mead.

Training is very different within every business just fike it is with Chequer Mead and
the Caravan Ciub, although both companies use in house training the majority of the
time, one does branch out every so often for heip from externai sources such as
experts in the different depariments. Chequer mead believes it to be extremely
important that their staff are trained in a number of areas as they must be able to
multi task. As they cannot afford to send each member of their staff to external
training days they invite the experts to the centre so that all employees get the
benefit of their expertise and develop their skills in other areas of work. The Caravan
Club has a very difierent opinion regarding training, all of theirs is carried out
through in-house they believe it is the correct way to train staff as external course

can be general and train you with skills that are not refevant 1o their job, The
Caravan Chih cnt thie atans A and train thair ofaff Avamthr $Hae s see s

Tt A bl ol
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work in areas for example thay offer financial rewards for completing first aid course
and gaining gualifications from them. They also offer financial rewards when stafi
gain promotions.
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Similarities betweean Chequer Mead and the Caravan Club

As two completely different organisations, running for entirely different reasons,
Chequer Mead and The Caravan Club are bath very unique and dissimilar however

from much research into both the organisations, human resources depariments |
was able {¢ come across many similarities between the two.

The first of which would be that they both have set clear aims and obiectives, which
they work towards. Although the actual aims and objectives of the two organisations
are different they both believe they and their team should work towards a goal. Both
organisations beliave it is important for their staff to be motivated and have both
proven that their staff work harder when aiming for a target. The aims and objectives
for each of the organisations have been set from day one and are continuously
worked towards even to this day. Chequer Mead hopes to educate the pubiic on the
arts while also providing a community facitity for local people. Their main aim is to
fulfil the needs of theatregoers by offering them a fantastic facility to watch amazing
shows. The Caravan Club hopes o bring together those interested in van life as a
pastime...to improve and supply suitable vans and other appliances... 1o develop the
- pastime by collecting, publishing and supplying to members, books and periodicals
and lists of camp sites etc... to arrange camping grounds. As | mentioned they are
very different actual objectives, however both organisations have designed them for
the benefit of their customers and staff, therefore making them guite similar.

Afurther similarity would be how both the organisations rely heavily upon their
volunteers, not just a few, quite a large number of them. They are extremely
- important and are very appreciated within each organisation. Both the Caravan Club
and Chequer Mead are aware that their businesses would not function at all well
without the volunteers and that the tasks they carry out at each establishment save
them both farge amounts of money. At the Caravan Club they carry out tasks such
as undertaking sites management, which means they monitor the goings on of the
different sites where members of the caravan club stay, making sure they are at the
correct standard that their members expect, they are also their to support staff such
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and freland its headquarters is based in East Grinstead this is very ad

vantageous o
both organisations due to East Gri

nstead being a very well respectad area, it is also
very accessible making thelr locations very weli pesitioned. The transport links

through the town are fantastic with a regular bus service running throughout the
week. With East Grinstead being such a busy area the fact that there are many
large car parks slotied around the town is very providential to both organisations and

will contribute to their growing success as it shows East Grinstead is able to manags
this growth.

A further similarity between the two organisations would be that théy both have clear
department structures. Although the size of the departments and teams are very
different with they both have people who are in charge of different areas and also
senior coiieagues who will deal with problems that occur within the workplace and
whao the employees know they should go to. The structure in both organisations is
very similar due to one person being in charge of each department for example
within Chequer mead volunteers are managed by Chris Rea while finance and
administration is run by Julia Durrant, with John Durrant as Chief Executive Officer
managing all areas of the organisation, checking that they are ail being managed to
the standard that he expects, Although | am unaware of the names of the Caravan
Club staff their organisational sfructure definitely highlights the similarities between
the two companies. There are positions such as director of finance and managemant
services and director of marketing that are also in charge of other depariments,
these are much bigger teams than those at chequer mead however they are both
working towards the same goal of making their department effective/ successful.
As I mentioned previously both organisation have similar staffing structures this is
also true in terms of both companies having one person in charge and who has
overall responsibility of the whole company. John Durrant is Chief Executive Officer
at Chequer Mead and although he must report back to the East Grinstead Town
councillors, he is very much in charge of the running of the organisation, he receive

many responsibilities regarding both staff and customers invoived with Cheguer
Mead. Named as the Diractar Monaral Tha M eveome S -1 -
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are most commeonly held monthly, this give them the chance 1o discuss the
companies goings on and problems or successes that may have occurred in the past
month. They discuss a variety of other subjects regarding staff and their
responsibilities and also how they can improve the services and products in which
they are offering their customers. Although the people that sach organisation must
report back to are very different they both have simitar views showing that they are
solely looking out for the business, keepings its best interests at heart, while trying 1o
develop the company they aiso try to keep its goals and objectives in mind to stop it
changing into a completely different company which it members and customers do
not want 1o be a part of. They are most importantly checking that the money they ars
providing the company with is being spent properly so that it will benafit the
organisation and its staff and customers. John Durrant must report back to the East
Grinstead town counciliers every month to discuss Chequer Mead: this board of
counciilors consists of both members and experts in the area of theatre. The Director

General of the Caravan Ciub also pays a visit the executive committee regufarly o
discuss very similar matiers,

Through research into both organisations | also found that they both have action
plans in which they hope to achieve within the next few years. The Caravan Club
have set theirs for the next five years, while Chequer Mead has based theirs for ihe
next three years. It is obvious that both these time scales are very large and show
that both the organisations are optimistic and very positive about the future of their
companies over the next few years and are keen to sirive for success.

I have also noticed that both organisations have an exiremely low staff turnover.
Both companies believe this to be an extremely positive attribute. A iow furnover
works well for both companies as it increases staff loyalty and also helps to develop
employes relations as staff feel valued within the company therefore are more likely
to want to remain there. The Caravan Club has a staff turnover of just 2% while

Cheqguer Mead has 0%, as | said these are ext emely low numbers particularly for a
company as large as the caravan club.
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Being based in the area of East Grinstead both Crganisations fike to employ local
people in East Grinstead and the surrounding area. As | have previcusly mentioned
East Grinstead is a very respeciable area producing many inteiligent and skilled
young people and attracting some of the Very upper markst adults who have both
knowledge and confidence in their abilities . This means that both organisations will
get the advantage of all the qualities that the candidates possess. Both organisations

like to employ local people because of their knowledge of the area this is particularly
apparent in Chequer Mead.

When looking closely at both organisations human resource departments | found that
neither of the companies staff are part of the trade union | found that they do not
offer them, however neither pravent their staff from joining. Although some staff
members feel that they need the support and protection from their employers in case
of any disputes. However | do beliave this may be down 1o the fact that all staff
members feel comfortable and confident that they will not have problems with the

companies and their employers therefore do not feel the needs to join any unions.

A further similarity | found present within both organisation would be that they both
nave appraisal systems, both companies belisve it is very important to discuss the
performance of their staff and ways in which it can be improved both to benefit the
company and the member of staff. Both companies hold yearly appraisals o their

permanent paid staff while offering the opportunity to their volunteers if they so
choose.,

The final similarity | found between the two companies would be that neither suffers
from skill shortages, 1 previously mentioned that both companies try to empioy local
people of whom are very suitable for the positions being offered due to their variety

of high quality skills. This also contributes to them having no trouble in filiing
vacancies.
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The Values and Atiitudes of The Caravan Club and Chequer Mead

fter a large amount of research into the two different organisations | was very
interested to find out what they believe to be important to their businesses,

As the two organisations are categorised under two completely different sectors thay
both have different opinions of what they bel ieve is important to theilr business, The
Caravan Club are under the private sector and believe that what is most important
for their business is to make & profit. Although they want to provide to good products
and services to their custiomers/ members they are very money oriented therefore
would prefar to make more money rather than a voluntary sector that is run solsly for
the benefit of the public. Chequer Mead categorised as a public sector crganisation
are very community oriented therefore would rather provide a high quals 1y service
and products to its cusiomers than be wholly focused upon the money in which thay
receive and how much profit they make. Chequer mead is very lucky to receive the
£80,000 grant from the town council as the success of the company would be
questioned if they did not receive it. If the East Grinstead town council told chequer
mead that they could not have the grant, they would be likely to go bust and in order
to prevent this they would have to raise prices, which in tum would make the
customers unhappy, therefore itis very important io chequer mead that they receive
the grant from the council to remain as a community oriented organisation.

Both of the organisations believe it 10 be important to keep relations between
themselves and stakeholders good, | have found that they both are very loyal to their

stakeholders and work extremely hard to achisve the aims and objectives set by the
organisation that will in turn benefit their stakehoiders.

As | previously discussed both Cheguer Mead and The Caravan Club are keen to
recruit peopie from the local area, they believe this to be very important as having
knowledgeable people from the area can be extremely bensficial to them. | also
mentioned that the majority of people living within the East Grinstead area are very
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Why The Caravan Club and Chequer Mead are different

Through much research inio the two organisations of Chequer Mead and The
Caravan Club, | have been able to gather much information and draw many
conclusions regarding the two. Although | was able 1o find a number of similarities
betwsen the two companies their differences are definitely mors prominent and
clearly set the two apart. | will now discuss why the two organisations are so
different. '

As | already stated in the differences between the two organisations the size of the
companies is one of the largest factors as 1o why the businesses are so different.
The Caravan Ciub is a large business with over 1000 members of staff working for
them, while chequer mead is only small with just 10 members of paid staff working
for them both full and part time. The Caravan has so many members of staff working
in the different areas of the organisation it allows them to create different
departments in which they can be based. Chequer Mead is very small therefore it is
impossible to make depariments: they are much better described as a small team. |
am certain that if chequer mead had the resources to pay for it, they would employ
many more staff, this | believe would definitely affect the way in which the company
is run and also how effective the different areas of the business are, as they would

be able o section off the team inio departments like the Caravan Club rather than
working as one like they do now,

Another factor | believe contributes to the difference between the two organisations
is the turnover. The fact that the caravan club is much larger organisation than
chequer mead is the main reason behind the differences between the two
companies. The caravan club have a much larger turnover of money therefore, can
employ more staff. Chequer Mead do riot have this luxury, they can only afford a

small staffing structure, which means they largely rely upon their volunteers to make
up for the lack of permanent paid staff,

A further difference separating the two companies would be the recenac ~f mana
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What sets many businesses apart is their history and how they were founded. |
believe this to be a further factor which contributes to why these two organisations
are so different. Being founded back in 1907 and still running to this day shows what
a successiul business The Caravan Club actually is and also the fact that it is still
growing in popularity is definitely an achievement. The Caravan Clubs hisiory is very
memorable and detailed. Chequer Mead is much more nawly developed
organisation being only 10 years old, its history is nowhere near as well known as
the caravan clubs, however as the company is stlil deveioping it is becoming

increasingly better known within the wide community and they are slowly creating
their own identity and history.

The staffing of the two organisations is a further reason for why they are so different.
While The Caravan Clubs staffing system is exiremely compiex due to the many
departments and teams working within the company, Chequer Meads system is
much more straightforward, all of the staff within Chequer Mead work together in one
room, with the technicians based in the theatre. This allows easy communication
between workars and helps to discuss imporiant matter with other employaes
without having to call meeting for everyone 1o attend. Although this works for

Cheguer Mead | do not believe it wouid be suitable for The Caravan Ciub due 1o their
much larger size.

Another reason linked to the previous statement on the staffing of the two companies
would be communication. While the Caravan Ciub holds reguiar department
meeting, formal management mestings and also executive meetings o discuss a
number of matiers with staff, Chequer mead only hoid an informal meeting every two
weeks- a month, most of their communication is from a chat across the office, like |
previously mentioned this is well suited 1o this specific business while it would not be
to an organisation such as The Caravan Club, their departments are based in many
different areas, they cannot simply call across an office as they are in separate
buildings/ rooms therefore must hold meeting so different members of each
department can inform others of their goings on.
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Management and planning human rescurces

The Caravan Club's Head Office is one of the largest organisations basad in the

East Grinstead Town:

,itemploys over 250 members of staff working in the seven

different deparments of the company. These include administrative services,
finance. information systems, marketing, membership services, PR and finally

personnsi.

Department

Hole within the company

Administrative services

Are accountable for the post room,
reception, housekeeping, maintenance
and other general office services at East
Grinstead House, together with The Club’s
health & safety department. Together they
are the back-stage team, providing
essential in-house services to support the
front-line departments.

Finance

Are.in charge of'producing financial plans,
management information, management
and statutory accounts and are
responsibie for financial controls within
The Club and ensuring compliance with

relevant legislation and accounting
standards

is responsible for ensuring systems mest
the day-to-day operationai needs of The
Club. They are responsibie for the
development of IT systems and
infrastructure to support The Caravan
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farketing

also committed to adding value to the
membership proposition by offering
different products and services to
members, as well as creating ralevant
affinity partnerships with companies who
can really offer something of "value® to
their membership

Membership services

They are responsible for taking inbound
calls from existing and potential members
regarding thelr full range of preducts and
services, catering for the overseas travel
requirements of our membership and
includes our Red Pennant breakdown &
recovery service, manage the U K Sites
network and also provide scheme
underwriting/medical screening and
technical support {o the contact centre
regarding all Club insurance products.

Public Relations

Focuses on raising the profile of
caravanning and motor caravanning to
consumers and industry bodies. This is
carried out via strategic aliiances with like-
minded pariners such as Sustrans and the
RSPB together with high profile PR
campaigns, events and awards
ceremonies. A programme of strategic
press releases and articles are compiled
and distributed to regional, national and
specialist press journalists to ensure The
Club remains at the forefront of peoples
minds with regard to caravanning. The
department has representation at relevant
EU meetings with matters concerning
caravanners and motor caravanners
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AIMS AND OBJECTIVES

3
Y

The primary oblectives of the Charity are three-fold:

t

) To advance pub

ic education:byfosterin
B '

nd:prometing.for the benefit
e knowledge and
rtsand Crafts among the

(i)

urther. such other. charitable purposes

tha.benefit-ofinhabitants:

Srea of Benefitas the esysed Hit fromatime 1o

fime.
2.2 For the purposes of the Declaration of Trust it needs emphasising that “the

Area of Benefit” means the area of East Grinstead or the neighbourhood
thereof.

2.3 in addition o the objects of the Charity and in furtherance of these, but not for

any other purpose, the Managing Trustees may exercise any of the foliowing
DOWErS!

to provide or to foster support or subsidise the establishment of an Arls and.
Community Centre at Chequer Mead Community Arts Centre or such other
facilities as the Managing Trustees may determine in the Area of Benefit;

to carry out, foster, promote, support or subsidise activities outside the Area

of Benefit that is considered by the Managing Trustees that such reciprocal
beneafits will accrue in the Area of Benefit;

tn nracant nracdiire manane concdnct nrecant ar nrnmnte at Chamar Meand
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Flectricity 4

Water & Sewerage Charges
Telephones

Insurances

Equipment & Consumables - Purchase
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Service Contracts

Buildings RENLE

Grounds Maintenance

Cieaning Materials, Equipment & Protective Clothing
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Printing & Stationary

Postages
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The lob role

For my Travel and Tourism unit entitled Human Resources, | am going to research the jobrole of
assistant warden based at the Caravan Club. This is a job that the Caravan Club are currently
recruiting for and it fits within the Travel and Tourism framework
The neads of the Caravan Club

The needs of organisations are perpatually changing to fit with the diverse and sver growing public.
They need to adjust to keep in the game and 1o have an edge over other competitors. There are
three main justifications for recruitments in the travel and tourism industry they are as

foliows
¢ The growth of the organisation
¢+ Changing job roles within the organisation

& Natural wastage

Growth

To stay in the game it is essential that a company grows. A company needs more staff as it gains new

customers an affect of a larger customer base. Staff are not the on!

pbranch to the organisations is seen as growth and will resul
new branch

y aspect of growth, adding a new
T in the need of recruiting more staff in its

Changing Job roles

There are large numbers of competitors within the industry of Travel and Tourism it is very intense

therefore everyone must be on top of their game. The market is majority run by larger organisations,
in order to keep competitive mény of the workers take on more roies and responsibilities within
their departments. This also resuits in new roles and positions being created to complete the gaps
created by these newly taken on job roles. Again recruitment is necessary 1o make sure ali jobs are

being compieted to the best possibie standard without workers feeli

ng to heavily depended on and
pressurised,

Natural wastage
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staff of 800 of which 250 work at Head Office at East Grinstead, recently they have invested £66
mififon in site improvements such as toilet and washing facilities,

Changing roles and the Caravan Ciub

Because the caravan club is expanding there will always be a nead for job roles to be developed, for
example when sites are cpen in Europe a new department in east Grinstead will be needed to
develop this area. Anothar changing role is the need for more language specialists to assist caravan
club members when they venture abroad. At the caravan club sites there has been voluntary
workers assisting the work of the permanent warden. Unfortunately voluptary workers are not
reliable as they are working unpaid. Therefore thare has heen a change of role to pay members of
the club to take on the joh of assistant warden, whose task is to support the warden. Assistant
wardens can be promoted to warden after working within the company for three YEars,

Natural wastage and the Caravan Club

Natural wastage at the Caravan club is largely due 1o the seasonal nature of tha job roles, Between
the months of April through to August the caravan club site staff increases by 600 pecpie as thisis
the busiest time of the year. Assistant wardens can work form four to ten months on a fixed term
contract, they are alsc able 1o organise their own flexible working times. Natural wastage occurs if
the contract is not renewed by the caravan club or the assistant warden decides not to continue

their work for the following season. This results in the caravan ciub permanently neading to recruit
new assistant wardens.
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lob description

A Job description is a written document that sets out

¢ The overall objective of the job
€ Themain activities or duties it entalis
e Thespan of controi and reporting relationships involved (for gxample the lines of
¥

responsibility and accountability for the post hoider).

The version of a job description whi

chis sent out to potential applicants for the post often includes
information

relating to the training and professional development opportunities associated with the
post, together with the terms and conditions of the iob, such as pay and other benefits. The purpose
of the job description is to provide framework of specific tasis and duties that the iob will involve,

Fwill now use an internet search to find an example of a job description



JOB DESCRIPTION

Job Title: Caravan Club Assistant Wardens

Responsible to: Caravan Club Wardens

Purpese of the dob: To support the Wardens in providing a first-class
sewvice and in creating a safe, relaxaed & enjoyable haoliday environment
for all our visitors by ensuring the smooth running of the site at all fimes,

Key Tasks:

1. Provide fevels of service in accordance with The Ciub's standards to
meet visitors' expectations.

2. Ensure the site and the siie's facilities are maintained to a high level of
cleaniiness and appearance o comply with The Club's standards.

3. Maintain accurate written and computerised records and provide
efficient administration of the site to support The Club's operational
procedures.

4. Apply Club policies, procedures and rules in a fair, flexible and
equitable manner.

5. Maintain effective and friendly working re_te{tionships with colleagues 1o
promote a consiructive working environment.

6. Maintain and monitor safe and healthy working practices thereby
ensuring a secure environment for the welfare of our visitors and staff.
7. Assist the Wardens with the safe operational practices and

maintenance of site equipment to ensure compliance with the Club's
obligations and policies.
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Parson Specification

This is an extremely important document that is needed to stipulate the education packground,

training, qualification, experience and competencies the person applying for the job will require in
order to acquire the post. A iob specification is mosy commonly displaved in a table which will
include the list of desirable and essential qualities the person applying for the job must possess.

Person specification for the post, Assistant Warden

Key skills

e Able 1o drive a holds 3 current license
«  Customer service skillis and experience
& Interpersonal skills

¢ Understanding of ciub policies, proceduras and rules

Parsonal qualities
¢ Willingness to learn new skills
«  Worlks well in a team

«  Able to deal with difficuit situations
¢« Sense of humour

Desirable skilis

s Computer literacy

¢ Knowladge of first aid aiso health and safety

Other

¢ Must have been a member of the Caravan f

ub for the duration of at least one vear,
¢ Language skills- willingness to

tearn basic communication skills in & foreign ianguage

- Essential

_Mmeieadaia
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The Caravan Club require Assistant Wardens for the next 2 seasons. The lifestyle can be very
rewarding and enjoyable. We employ all manner of different people from a variety of
backgrounds and walks of life. You to can be part of this exceptional team! You will need to be

a member of the caravan club and hold a current driving license. Full training will be given
leading to NVQ level 2 qualifications



How | have applied A.LD.A to my caravan club magazine advert

After researching the position of Assistant Warden | had to design an
advertisement, which would be placed in the Caravan Ciub magazine. To
design it | had fo take into consideration the 4 A.1L.D.A principtes.

Regarding Attention on my advert the faces would draw in people’s attention.
They are large and smiley also in colour therefore will grab your attention
immediately upon looking at the advert, they are also surrounded by & bold
heading in colour which is fikely to capture your attention

The interest in my advert would be the second bold heading displaying that ‘it
could be you...'the audience is likely to be intrigued by this message and

maybe try to picture themselves putting a smile upon someone’s face it is also
likely to encourage them to read on,

The Desire of my advert would be the smaller print, by now ths reader is likely
to be interested in the position and want to know more about how they can
attain it and if they are suitable. | used information from the caravan club
website specifically the person specification to connect in my advert, therefore

it was more accurate in the description of what kind of person would suit the
post being advertised.

The Action of my advert would be the contact details displayed under the
picture and heading. | retrieved this information from the caravan club website,
which included their telephone number and email address, it alsc mentions -

that you will receive the application form by contacting them with these detaiis
for the posifion.
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Job advertisement

Lots of ﬁhings must be considered when designmg a job advertisemnent. They are used to

aftract applicants to the post; there are 5 core pisces of information that need to be includad,
These are as follows:

1. Name and brief detaits of the employsr
2. Job and duties

3. Competency profile

4. Salary details and finally

5. Details of how to apply

ALDA

ALD.Ais a principal that is applied universally. it is used when looking at any piece of
marketing or promotional material. it stands for Attention, Interest, Desire and Action. Al

these four points must be well considered in order for a type of marketing o be successful,

A.

Customer’s attentions are captured by pictures, colours and slogans
I,

Customers decide if the advert is something that appeals to them therefore read
further '

Customers want to find all the detail available and will ready the ‘small print’ included
in the advert '

D.

Customers who want to respond to the advert will need telephone numbers
addresses and contact numbers in order to obtain what is being markeated.



Newspaper advert

L wilt now design 2 newspaper advert, which will be displayed in a national newspaper. | will then go
on 1o apply the principles of A.LD.Ato it

' Post of Assistant Warden

Recruiting by the caravan club for UK sites
The following advert is referring to the position of Assistamt warden, To attain this post
there must be a number of personal quaiities, skills and experience that you possess,

you must also be aware of the main duties you will have to carry out on a day to day
basis

One of the most important sidlls you must comprise would (s to be a good team
member; it is also imporiant that you are computer literate and have a good sense df
humour,

Applicants must be a caravan club member for the duration of at least 2 year, to hold a
valid license and also boast customer service skills. The duties that vou will have to
carry out wili be to support the site wardans, to provide a first class service to membears
and finally maintain a safe and healthy working practice,

Phone D800 666 2121 or email sitesrecruitment@caravanciub.co.uk
For more details
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Application forms

Application forms are most commonly used, when recruiting for new members of
staff. They contain both a record of the personal details of an applicant and an
evaluation of why a candidate feels drawn to make an application for the advertised
post. All forms have their strengths and weaknessss in attaining information from
applicants. | will now look at the application form used by the Caravan Club to recruit

for the post of assistant warden. The layout of the form is set out in sections which |
will now analyse and evaluate thoroughiy.

Personal details, is the first section of the application form. This is the smallest and
vriefest of all the sections, it requires applicants to write down personal i information
such as names/ title, contact numbers such as email addresses and telephone
number. It also requires applicants to fill in important information that the Caravan
Club states is essential for those who wish to apply for the post of assistant warden,

this includes their membership number and how long they have been a member of
the club it also asks the applicant to fill out their driving license number. | think this
section of the form is very effective as the interviewer will be able to see straight
away if they are going to be suitable for the post. This part of the form has the
effectiveness of short listing as it states early on essential requirements an appiicant
must posses to attain the post of Assistant Warden and if they do not have these
qualities, they will know straight away that they are not suitable for the post. This
form has room for a second applicant to fill out their details which | think assumes
that the person applying for the post is in a relationship and that they intend to do it
together. This | feel is a weakness to the form as a perfect candidate for the post
may want to apply but may be put off for the fact they are not in refationship
therefore may result in them not applying. Also the person reading the application
forms may be slightly prejudiced and prefer someone in a coupie compared to an
individual without meeting them therefore assuming the people in the relationship
would be better suited candidates than someone who intends to work alone.

The second section of the form is just a declaration, it requires applicants to provide
their sianature in adreemeant that the informatinn that thav kovn memdedaed o e o
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to ses who has the furthest and most advanced level of education compared to
those who have little/ or ne gualifications. tt then goes on to ask about the previous
employment of the applicant; again as the layout of this section is onty small the
information provided must be brief. The caravan club have provided a table for the
applicant to fill out the relevant information regarding their employment history. The
table ask who the employar was, the position they held within the company, the
dates from which they worked and finally to give a brief description of the duties they
nad to carry out. This table is very effective in showing the interviewer the types of
job the applicant have had (which is helpful as they can see if any of them ars linked,
or are similar to the role of assistant warden and if the duties they had to carry out
whilst in their position, would be ones they would use in the post for which they are
applying). Although there was not a huge amount of room for the applicant to write
about their employment history, after the table foliows a couple of questions
regarding the positions they have had. They ask guestions such as whether the
applicant has had direct dealing with the pubiic and if they had, to state what they
were, also whether they have managed or supervised other people. It is essential to
ask guestions such as these as the position of Assistant Warden requires the
experience and abilities needed fo carry thiese types of tasks out. The space
. provided for the applicanis to give their answers is only small, however this is not a
bad thing as the caravan club will ask for further details and ask for more in depth

answers in the interview. This is just a brief question to see if the applicants have
dealt with management like situations.

Continuing from the guestions regarding management like situations, they go on to
ask about the present health of applicant. This is an important question to ask as
they need to know if it is likely to affect their work on or if they have to make
allowances for them. They also ask if they have any disabilities or impairments. It is
law for the company to ask about disabilities therefore all applicants must be
accurate and honest about their state of health. However again there is a problem
with the amount of space the applicant has to fill out to answer the question which is

a probiem as the probiemy/ disability they have may be more complicated than a five
word sentence of which thev have left space for.

,
n
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stated in this section. The form continues by asking the applicant to state how they
would react in different situations regarding customer service and also their
experience in situations such as these. This is strength of the form as the interviewer

will be able 1o see if they have had any experience in this field and if they would
need any training to improve their skills. -

As the form ends they ask further questions about club sites they have recently
visited. This is a good idea as it confirms that they are keen member of the Caravan
Club, by listing which ones they have visited i shows the company which particular
areas have attracted them. The final part of the form for the applicant to fili out
regards extra job opportunities whilst working in the company. They ask the
applicant if they would be interested in training for the job role of pool atiendant as
well as assistant warden this is a good idea as people who answer yes are more

likely to be considered as they want to broaden their skiils and help the company in
more ways. '

At the end of the form there is a space for the office 1o note down any further

information and also for future references which is helpful when short listing and

looking quickly through the applicants, as they can just remind themselves what they
thought of the appiicant.
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CV and Letter of Application

A Curriculum Vitae or more commoniy known as a CV is a document that provides
an summary of the standard type of information normally found on application forms.
It is much briefer document that would usually provide key data about the applicants:
qualifications, previous employment and past history regarding their education.

- CV’s are very popular due to the number of sirerigths attached to using it. From the
employer’s point of view, CVs are effective as the candidate applying for the post will

have designed the format themselves and chosen to include particular information of

which they feel is important. This gives the employer an insight into the professional

competence of the applicant, therefore they can judge whether the applicant is
suitable for the post.

There are a couple of different types of CVs used by applicants. One type would be
the one which applicants make themseives, they have designed what it says and
decided what it should include solely from their own opinion, while the other type has
been newly formed and is becoming increasingly popular with businesses when
recruiting for new staff. They use an electronic CV which can be filied out online this
is popular as it speeds up the process of sending your CV through post or deiivering
it yourself, as it is automatically directed there through the internet. It also has
sections which you fill out therefore it is directly pointing out what it should include
and what the employers want to read. It also spseds up the process of selection as
the document is put through a scanner which then automatically can select pieces of
information the applicant has provided that fit with their selection criteria.

Letters of application are traditionally provided when applying for a position by CV.
When supplying a CV it is common for people to also include their letter of
application as the CV is quite brief and therefore has no explanation for why you
want the job and why you are interested in the position. A letters of application is
effective as it provides the extra piece of information that the CV does not contain
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Short listing

Short listing is a very effective method of selecting people for a job. This method
allows employers to cut down a large number of applicanis 1o a much smaller and
suitabie selection of candidates. They do this by creating a criteria in which the
candidates must meet, employers look through the candidates application forms and
find whether they meet the selected criteria that they have decided on. Short listing
can be catried out it many different ways. The most common way of carrying it out is
by designing essential qualities and skills that the candidate must posses and then
selecting desirable qualities. By applying this criteria to the method of manual
selection it will dramatically cut down the number of suitable candidates and you are
likely to be left with the best people possible to carry out the role of the job they are
applying for. Example of essential skills and personal qualities a company may ask
of their applicants could be that they have experience of customer service while a

desirablie skill may be that they would like their applicant to speak a foreign
language.

| will now design a criteria that could help the Caravan Club in the selection process
of choosing someone suitable for the post of Assistant Wardsn. | will look at the
person specification and job description to help create a suitable criteria.

The most important quality a candidate applying for the post of assistant warden
must possess is that they are keen and enthusiastic member of the Caravan Ciub
and that their membership has been for the duration of at least one year. This is very

important as the candidaie must be happy and enthusiastic about working within the
company and also that they are ioyal too. |
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The Interview

Interviews are very important paris of recruiting people into a company. How a
person acts and presents themselves in an interview is essential in wheiher or not
they will attain the post they are applying for. An individual interview is the most
commonily used selection method for short listed applicants. This particular type of

interview will usually consist of a face to face discussion between the applicant and
an interviewer or interview paneal.

There are many advantages 10 using an interview 1o recruit members of staff. The
first of which would be that they allow the empioyer to ask probing questions linked
to the candidates experiences, this is only possible during a face to face interview as
you cannot possibly fit all the questions you would like to ask in a letter. It is also
possible to find out if the applicant is telling the compiete truth as they would have to
make it up off the top of their head which is likely to be very offer in an interview
situation. A further advantage would be that an interview would allow the candidate
to find out more about the organisation and the position itself. Thare is never a really
large piece of information about the organisation in a job advert; therefore having an
interview will give you the chance to ask questions to someone, within the company,
about a query you couid not answer yourself. The fact that both pariies can assess
the likelihood of the applicant fitting in within the organisation is one of the largest
advantages of an interview. Having this chiance first hand is very beneficial to both
parties and is something which could not possibly be done without an interview,
Although there are many advantages to using an interview to recruit people there are
disadvantages that should be taken into consideration, the most common problem
with having an interview is that undue stress is put upon both parties. Applicants are
aware that this is their only chance to impress the employers therefore feel nervous
about how they are presenting themselves to them, this is a bad thing as the
. applicant is likely to mess up and not show their true personality because of the
nerves. A further disadvantage of an interview would be that they ars subjective, as

interviewers make assumptions about a candidate’s ability to perform and finally an
interview relies unon the skill of an interviewer
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€. Imagine & customer is moving their caravan in a dangerous way on the site- f
you were responsible for health and safety how would you approach this
situation?

The guestions above are based on the information given on the job description and
person specification. | have taken an important aspect the work and appiied a
qguestion to it.
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Tests and assessments

Tests and assessments are very important when recruiting for new members of staff.,
They are used to assess the candidate to see if they meet the criteria selected by the
company and also what is expectad by the employers. They are most commonly
used to accompany the interview process in helping employers make & selection
decision. They provide a wider outlook of a candidate’s ability for the jOb In order for

the tests to be useful they must be competentily administered and must’ prowde
measurabie and comparabie resuits.

The caravan club uses assessments and tests to narrow down their selection
process. Form large amounts of research | have found they ways in which the
caravan club conduct their assessments. | will first look at assessment 1 this consists
of various activities put together by the caravan club they are looking to see how well
applicants cope in conditions where they are measuring candidate’s skills and
competency. They are looking closely at their skills in problem solving, planning and
organisation, communication, innovation and finally stamina, these are al} essential
qualities and skills. By assessing the candidate's abilities in these situations, they will
be abie to narrow down the best appilicants who are the most suitable for the job,
from the ones who are not so fitting for the position being recruited for. The caravan
club maintain that the activities that the applicants are experiencing and taking part

in shouid not only be testing but enjoyable and give them a brief insight into how they
will be chailenged whilst working within the company.

Assessment 1 consists of three sections which they examine the applicanis on,
these inciude problem solving, organisation and communication, these skills will be

measured by the employers who have put together the activities and assessments.

| 1 will now design an assessment for the apphcants applying for the post of

o Ass:stant Warden for the Caravan Club.
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Probiem solving

This is an extremely important quality to possess as throughout the position of
assistant warden you will have various problems o solve and if your skills in this

area are not of & high or professional standard you will be unable 1o fulfil the role of
assistant warden pertinently.

For this activity applicants will work in pairs, The Caravan Club has received AEws
thata pitch has been double booked by two customers both customers claim they
booked it first, there are no more pitches left within this site. Discuss the problem as

a pair and think of ideas on how to sort out the situation, go back to the group and
decide which idea would be the most fitting for this situation.

Organisation

Organisation is essential with any job particularly so in the post of assistant warden.

There are large amounts of paperwork to deal with in addition to the many
customers.

Again working in pairs, there is a large group of foreign visitors intending to visit one
of the UK sites in which you are working, they have little understanding of the
English language and reguire some help with getting to know the surrounding area.
With your partner plan an itinerary and get together some maps and leaflets that

include information on attractions in the nearby area. Discuss which itinerary is best
and most suitable for the guests.

Communication

Excellent communication skills are further essential qualities to possess in the role of
Assistant Warden. As the majority of your time will be spent in the company of
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the cesessment centre they will be asked to take part in work experience whereby
they will be assessed by the warden.

Pwill now design a feedback sheet for the warden to fill out to evaluate their
performance during the couple of days work experience.

Work Experience On comppleting assessment 1 you will now need to take part in
assessment 2 which requires you o act as a volunteer for a couple of days staying
at one of the Caravan Club sites. We ask that you stay on one our pitches near to
your home and that you experience life working within the caravan ciub. You will be
assessed by the warden of the site, on your performance over this period. There are
many benefits to you, in taking part in this work experience as you will get to first

hand experience working within the company and also *{he chance {o decide if this
type of employment is suited 1o you.

Probiem Solving ‘
1. Did the applicant think on their feet?
2. Did the applicant explain the problem to the customers?

3. Did the applicant refer to someone else within the company to ask advice on the
probiem®

4. Did the applicant keep the customer involved and informed throughout the
situation’?

5. Did the appiicant note down the relevant information regarding the probiem?
6. Did the applicant come to a suitable solution regarding the problem?

Planning

1. Was the candidate prepared for a range of customer’s queries or complaints?
2. Did the candidate plan in advance for the arrival and departure of guests?
3. Did the candidate make use of IT equipment to store information?

Organisation
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3. Did the candidate foilow the correct greeting and farewell procedure when
speaxing to customers either over the phone or face to face?

4. Did the candidate follow up any complaints or queries bought forward by
customer? : S

5. Was the candidate prepared to speak a foreign language to overseas guests or be
aware of whom te find in the event of a foreign visitor, who is unable to speak
Engiish?

6. Did the candidate answer the phone in the correct manner and follow the correct
procedure?

7. Did the candidate ask advice in events where necessary?

Innovation

1.-Did the applicant use their initiative when jobs had been finishad?
2. Did the applicant bring forward any ideas in the event of a crisis?
3. Was the applicant presence heipful and beneficial to the company?

4. Did the applicant use their time wisety?

Stamina
1. Was the candidate abie to work for long periods of time?

2. Was the candidate prepared and punctual prior to each shift thﬂey worked?

3. Could the candidate complete a number of different tasks each shift?
4.

Other
1. Did the applicant come across any problems whereby they should have asked
' for advice?

2.

Did the applicant fill out appropriate paperwork and follow correct procedures?
3.

Was the applicant polite, friendly and professional to all customers at all times?
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Criteria for the final selection

itis essential for the best candidate to be selected when going through the
recruitment process, therefore 1o find the most suitable candidate the applicants
performance in the interview, assessment 1 and 2 and also their persen
specification. As this process is not always easy businesses most commonly use a
matrix to score individual candidates against each of the selection criteria. Using a
matrix enables the candidates to be measured against the person specification as
well as against one another. The candidate who scores the highest across the
breadth of the selection criteria is usually the one who is offered the post.

Candidates name

Selection | Poor | Adequate | Reasonable | Good [ Very

Extremely
processes | (1) (2) (3) (4)

good high standard
(5} . {6)

Person
specification

4 Interview
Assessment

1
Assessment
2
Psychometric
Test

Total score

Candidaies overall score



Psychometric test
Is this the job for me?

Piease circle the following which is relevant to vou

[ke working as part of team

L enjoy helping customers

i have a basic understanding of T skilis

I have experience of using caravan ciub sites

tam good at using my own initiative and making decisions
¥havegoodsenseofhuhour

{ hold a current driving license

twork well under pressure
laﬁ1happvtoinuﬁovernyskHBEethNhereEhaVE\Neaknesses

I am able to Tollow rules and set nrocedures

true

true

true

true

truge

true

true

frue

true

true

16/03/08

false

Talse

false

faise

false

false

false

false

false

false

I 'am aware of the high standards of cleaniiness and appearance acquired by the Caravan Club

tam interested in becoming a Site Warden

frue

true

false

faise
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SPECIALISTS
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IN WORLD WIDE GUIDED TOUR

TOUR GUIDES

Guided Holidays are seeking people {o join cur succasstul team of TOUR GUIDES.
The company is expanding its range of tours to several new destinations across the

world. - Guided tour holidays are very popular and we are the leading company in this
growth arsa.

The successful applicant will heip {o research the locations and prepare the
programme for the holidays booked by our customers. You will then have the

responsibility of representing the company as the TOUR GUIDE on holidays in your
-location. *

An extensive fraining programme will be given so that you can deliver a first class
service.

The pesition offers a competitive salary and attraciive package,
Excellent career prospects and staff development.

Working for & market ieader in the travel and tourism industry.

No previcus experience is necessary although an understand%ng of the trave} and
tourismm industry would be desirable.

Dlagse send a letier for further information {c:

HUMAN RESOURCES DEPARTMENT

SE EPRTTTS LTS AN AV



5" Decernber 2007

Dear Sir/Madam,

R.E: Tour Guide Vacancy

In response to you advertisemant i wish to request further information into the iobh role of Guided
Holidays Tour guide’. As an A level student studying Travel and Tourism a. .

sm extremely interested in the travel industry and aventually hope to pursue a careerin
this particular area.

I would be grateful for any information you couid send me regarding the post,



- GUIDED HOLIDAYS

SFPECIALISTS IN WORLD WIDE GUIDED MOLIDAYS

JOB DESCRIPTION FOR TOUR GUIDE

Guided Holidays is the lsading guided tour holiday company in the UK. At present
we offer guided tours to many destinations in Eurcpe and the USA. We pride

ourselves that we offer a first class service to our customers through our excellent
staff.

This role is fo help the company expand its horizons as we are developing guided
holidays in other countries of the world. These include Aystralia, New Zealand,

Canada, South Africa and India. Successful candidates will be given a choice as to
which country they work in,

Full training will be given.

MAIN TASKS:

= Researching suitable tour programimes
¢ Researching suitabie accommodation and transport for the tours

» Available as a represantative for Guided Holidays throughout the customers
hotiday

¢ Taking customers along routes for their tour

« Pointing out areas of interest and providing a commentary
* Answering guestions and providing written information

o Arranging entry to places of interast

» Arranging hotel check-ins; meals and entertainment

SKILLS AND PERSONAL QUALITIES

e Good at planning and probiem solving _
e Cheerful and good at interacting with people
« Able {0 look after customer needs

¢ A good team member

« Confidence to present information nuhliciv
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Skifls, Personat Qualities and Working Condition

When looking further into job roles itis extremely important to see what is expected of you. You
must investigate whether this role suits your own skills and personal qualities to check that it is the
correct career path for yourself. Personal qualities are different to skills as they are somiething you
already possess as they are reflected from your personality while skills can be learnt for axample
learning a new language and finding new ways of approaching people are fantastic skills to learn that
will serve in this job role. Itis also important to see what this particular job can provide 10 vou, as &
member of the staff. For this part of the Human Resources unit | will need o look further into the
Job role of Tour Guide. | believe there are a number of skills and personal qualities YOu MUst posses
for this specific role this is through large amounts of previous research into similar iob roles. | will
use both previous knowledge and research from a variety of sources to find out what skills, Personal
Qualities and Working Conditions are associated with the rote of Tour Guide,

Skiils | believe there are a number of skills you must trained at to become a successful tour guide, |

witl also research a number of different sources to find out what they believe a successful tour guide
should be skitled at, they are as follow.

e, 1 N 3
e Awareness of teamwork ¢ Serious approach to work ?hlyssc‘a'lly active
' ) e Skilled in problem
s 1T skilis ¢ Goodsense of fun solving and decision
. e good organisational skills ; :
¢ Language Skills & & making.

. ‘ e self-motivation « capable of handling
e Personal presentation skills 3bility to prioritise problems independently

and professionally

. ¢ Research skills

e 'To be able to iook after customer needs
e Creative {ability to think ¢ Absorb and remember farge
out of the box) ‘

amounts of information
¢ Flexibiiity

»  Self Management
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Working conditions- to become a successful tour guide you must be prepared to work in extremely

diverse and sometimes uncomfortable conditions.
¢ Constantly meeting new peopls
°  Away from home for long periods of time - g L N

€ sometimes work in uncemioriable

e Llarge amounts of travelling invoived climate conditions- oo hot/ toc coid

. | - T
°  Long and stressful hours — unsociable hours < Workwith groups of a few people
o to around 50, or occasionally with
¢ Work during peak szason R
individuals.

¢ working unsupervised e Varied earnings
¢ Working both indoors and outdoors
Key

- My opinion and thoughts

R htm://www.thomson.co.uk/iobs/ove rseas-travel-jobs/overseas-travel-jobs. htm|

~~~~~~ http://www.bicvcieadventures.com/pdf/Skilis{]?b.pdf

http://www. streetdirectory, com/travel suide/8979/self improvement and motwatuorx/ton 10 sk
s _for new world of work.htm!

http://www.connexions-direct.com/iobs4u/index.cfm *pid=54&catalogueContentiD=424




GUIDED HOLIDAYS
SPECIALISTS IN WORLD WIDE GUIDED TOURS

EMPLOYMENT APPLICATION

SURNANE L

SIRST NAMES |

ADDRESS |

POST CODE

EMAIL Ty

| HOME PHONE mpa

| MOBILE .

DETAILS OF ANY PERIODS OF ]

ILLNESS DURING LAST FIVE YEARS | i
N/A

:AREYOU%\REESTEREDENSABLED

PERSON? | NO

NAME AND ADDRESS -OF PRESENT
EMPLOYER (FULL OR PT)

TLE OF POST .

U SALARYORWAGE L meEm e -
CUDATEAPPOINTED | Diaus 900G B
'REFEREES{NA‘ME AND ADDRESS)
g « . . —

-




EDUCATICN (IF IN FULL TIME EDUCATION GIVE DETAILS OF QUALIFICATIONS
AND PREScN E COURqES BEIE\G TUDlED)

FROM [ T0 56+ IV TEXANS DAS‘-‘FQ/C@UFCFS

DETAILS OF ANY OTHER QUALIFICATIONS OR COURSES UNDERTAKEN

TTAEOMGhan Commenicancns fedfn:)\og%— M@ - I
- GG - Jevel 3

"ARE YOU RELATED TO ANY PERSON EMPLOYED BY GUIDER ]
"HOLIDAYS? - NG

REHABILITATION OF OFFENDERS-ACT 1974 o s
‘I'HA_\/E YOU ANY UNSPENT CONVICTIONS? ' T

o




Letter of application research 30/01/08

For the unit Human Resources in Travel and Tourism we had to research way in which to prepare for
an interview, This meant that we had to complete other of pieces of work that are linked to taking
part in an interview, for example completing a OV and tetter of application. A letter of apptication is
very important and must be well written to help attain the post you are applying for.

tused a number of sources to research ways in which to write a successful letter of application. The

first website | found inciuded a letter format to use and also what content it should include.
http://www.aber.ac.ul/careers/cdp/applicktr him|

Name & Title: Your Address:
Position: Tel e-mail;
Name and Address

of Company:

Date:

Dear {Mrs., Miss, Ms, Dr, Mr.} {Name],

Position appiied for and reference number may form a subject heading.

Paragraph Cne: Why you are writing?

Conventional opening stating the purpose of the letter, where and when YOUu saw
the vacancy aavertised eic,

Paragraph Two: Usefui 1o 'set the scene’ for the reader.
Who are you?

What are you doing now or have done recentiy?

'Paragraph Three: - Why you can do the ;lc)b!
- Kay Skilis
- Parsonal Qualifies
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Yours sinceraly,
{signature)
Print Name
A further websive gave the following tips of how to write a letter of application,
htt;a://www.connexions~tw.co.uk/indexz.asm?‘mtm://www‘connexions—
tw.co.ukfinfo/jobs train/peln letter.htm
Use the job advert to find cut what skilis and experience the employer is looking for.

Begin by saying what job you wouid like to apply for, and why. _
You need to write a little about vour skills and experience. If you have gained your
skills through your hobbies and interests or through voluntary work you shoulid
inciude these things. You should also talk about tha qualifications you have. i the
advert asks for your references you need to put in their names and addresses.
Finish your letter by saying you will be happy to give the employer any further

information which they might require. Do make sure that your contact details are
clearly set out at the top of the page.

The final website | looked at had a number of tips which include vital things that are needed to write
a successful letter of application.

http://www,schiphol.nl/ werken op schiphol/portlet/Hoe schriift u een gosde sollicitatiebriefis
pPPORTLET%3C%3Eent id—“—10134198673784791&FOLDER%BC%BEfGider id=14084743957295828 A

SSORTM ENT%3C%3East id=14084743957295828 VIRTUAL TEMP
84775&bmiliD=1144645211164

LATEZ%3C%3Evt id=101341986737

o A godd ié{'yout is vital; clumsy letters {mmediatély end up in the bin. Did you know that
recruiters get even more exasperated about spelling and typing mistakes than they do about
job-hopping and gaps ina Cv? T '

s Avoid standard sentences such as? Foliowing your?? or PWith reference 10?2 Wrire »
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Do not mention money in vour letier, this is not appropriate.
Make a copy of the advertisement, your letter of application and CV. It wiil serve as a
reminder of what you wrote.
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11" December 2001

Dear Sir/ Madam,

Tour guide

Twould like to apply for the post of tour Guide advertiand in the Gatwick News,

Lam 17 years old and at present studying at , Zast Grinstead for my ‘A’ fevels. One of the
courses { am studying is Travel and Tourism through this very course | have accomplished a number of topics
including Customer Service, Guided Tour, Event Management and Tourists Attractions, these units have al!
contributed to my decision of wanting to work within the travel industry. During the course | have developed
skills of teamwaork, time keeping and organisation which are all extremely beneficial. | am also studying

psychology at ‘A’ Level although this is not directly linked to Travel and Tourism | find it interesting learning
about the behaviour and cognitive thinking of people.

twould rezlly like to work at guided holidays because the industry of travel and tourism really inspires and
motivates me. | also really enjoy working both individually and within a team.
During my time in the Sixth Form | have taken part in various work experiences which inciude working at the

Skylane Hotel carrying out a range of jobs in the many departments of the hotel. | also took part in a weeks
work experience at Gatwick Airport, which was a rewa rding experience by introducing me to many aspects of

t?we. travel and tourism industry. | am at present working part time gt the Early Learning Centre as a sales
supervisar. This role has really heiped to develop my.customer service and communication skills. it has also
helped me debveldp confidence in dealing with customer and colleagues. | am always keen to use my initiative
10 get things done and deal with any queries or problems customers may have.

fam an extremely loval and hardwarking nerson Who eninve.wmrling wurifhin bmmin o nmiioe e~ e
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Name:

Address:

Telephone:
Mobile:

Date of Birth: 02/07/90

Education

September 2001-
June 2006

Awaiting GCSE Results

September 2006

Work Expearience

July 2004~ Gatwick Airport
July 2004
July 2004~ Copthorne Hotel
July 2004
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Why are aptitude tests used?

Aptitude tests are exceptionally popular test used to evaluate peaple opinions and chelees from a
number of different questions. The answers provided by the person taking the test will receive 2
esuit at the end which will give them a brief summing up from the answers that they have given

These types of tests are most commaonly taken by people applying for jobs. It gives the assessor the

chance to assess their candidate’s personality and what they are like without actualiy meeting them
They are beneflcial for both the candidate applying for the job as they can genuinely see if they are
suited to their chosen career, it benefits the assessor as they are unable to meet every single

candidate therefore can get an idea of who is applying without having to meet them, this saves a lot

of time as the tests are very well respected and highly regarded when recruiting for new members of
staff.

Aptitude tests are avallable in a number of different ways including the internet, magazines and
newspapers and are developed from many different genres they can range from telling you what
kind of person you are to what is your perfect job. For my travel and tourism unit | will fook a¢ a
couple of examples of aptitude tests and evaluate what results they demonstrate,

Employers are increasingly using aptitude tasts in assessment procedures both for job selection and
- for development and counseling purposes. Aptitude tests ascertain how you think and whether you

think the same way as the organisation to which you are applying, they give an indication of what
your potential for iearning new skills

is and predict how you might react in certain situations such as
teamwork or problem solving.
As I mentioned previously aptitude tests not only benefit the employer they are extremely
advantageous to the person completing them. It is common for many people to carry out aptitude
tests when they are looking for a career path as they will assist you in finding 2 job or profession for
which you are suited, for someone who has no idea of what they want to do it is very helpful. Many
companies ask candidates to complete aptitude tests when applying for the job they are offering,

making sure that the tests are chosen so that the skills involved are relevant 1o the joh they also

make sure the tests are carefully designed and fully researched so that they are fair to all applicants,

Organizations want to see what you are capable of, however thisis something that an interview
does not rmaéiy allow you te do therefore choosing to ask a;:)r;ahcan*rs to complete an aptitude tests
enabies the candidate to demonstrate their strengths cleariv to the nroanicatinn
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Preparmg\*for an interview 08/01/08

Preparing for an Interview

When arranging to go for an interview it is extrem ely important that you are well prepared. There
are a number of ways in which you can sensibly prepare yourself for an interview. First impressions
mean a great deal during an interview, which is why it is so important to show your interests and
enthusiasm for the post. For our unit on Human Resources we must prepare and take part in an
interview. ! will now research ways in which are likely to help prepare me for my own interview.

The most important part of preparing for the interview is to ensure that you know the interview
location and leave plenty of time to account for delays in travel, Arriving at an interview late means
you already start the interview from behind the rest of the candidates. it also gives the impression
that you can't organise yourself and plan. By turning up slightly early it gives you mere preparation
time where you are able to compose yourseif it also reduces the panic that could set in if you arrive
in a hurry and aren’t refaxed, _

If you are driving then ensure in advance that you will be able to park, that the car has petrol in i,
and that you have change in your pocket for parking meters. On the morning before you set off
check the road traffic reports.

Itis extremely important that you look the part first impressions mean everything, you only have
one chance to impress and by turning up looking scruffy/ untidy you will create the wrong
impression. if you must take documents or notes, don’t carry them in a plastic bag have them neatly

folded in an envelope is fine or even in briefcase which is likely to create a more professional
appearance,

Make sure you know the name of the person you are meeting and their job title. If the name appears
difficult to pronounce then ensure you check first with the agent so you get it right. Also, if the
person you are meeting has a name which could imply maie or female, make sure you find out from
the agent which one they are first. This avoids you making mistakes like assuming they are the
secretary to the person you are meeting when in actua! fact they are the person you are meeting.

Keep details on you in case you have trouble finding the place and need to make a phone call to
confirm them. Also, if you are late then you can phone politely in advance to warn them. This wil
heip to show that you are prepared for an event such as this and also still help to create a positive
opinion of you even though you have encountered a slight problem.
« it is very important to show you are confident you can do this in a number of ways for example firm
hand shakes, and iooking people in the eve, Also being comfortable and confident about speaking on
a particular subject. This however does not mean blagging your way through the interview, it is tikely
that vou will be caught out so will not do you any favors and certainty will not result in vou attaining
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Possible Interview Questions

18/03/08

Whilst preparing for an interview it s a beneficial idea to prepare answers possible interview
Guestions you may be asked this enabies you 1o become more comfortable with zn
spontaneous guestions from the interviewer. As a class we discussed possibi
interviewer may ask us when applying for the position of
to these guestions. They are as follows

swering
& questions the
tour guide and then decided on responses

1

1. What does Guided Holidays mean to you?

As one of the most'respected travel companies, I would fike to be part of a team that works to
nigh standards and is constantly driven to achieve aims and objectives. | believe that working to

a high standard and being challenged helps{o creat

e character and determination which in my
cpinion are extremely positive tralts to pOs3ess.

2. Why are you interested in this post?

Having studied travel and tourism extensively, covering areas such as guided tours and
customer service it has become an area that is of great interest to me, One of
is customer service therefore | believe | have the auali
successful tour guide.

my main strengths
ties and skills necessary to bacome 2

g A

3. What qualities will you bring to the team?

With my positive and enthusiastic attitude | believe | can bring a number of qualities to the
team. Having the ability to work hard under pressure and when challenged my skilis make me a
vaiuable member of the team. | have a ‘can do’ attitude and would carry out my duties in a

professional manner whitst maintaining 2 sense of humour in any given stressful situation.

4. What attracts you to work in other countries?

Living within a completely unique culture | would be able o apply my skills in a different
environment. I am also interested to learn new languages and different traditions,

5. Which country would you like to work in and why?

Although [ believe working in all the countries would be tantastic experiences. India wouid be my
choice of country Its unigue and beautiful culture is sxtromaly strrartin and |

[RNPoNIY P B PO
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8. Areyou prepared to work away for long periods of time?

Working away for long periods of tome is not a probiem for me. ! am an independent person
without dependence.,

8. Which countries have you travelled too?

I nave travelled to many European countries and Amaerica.

10. How would you describe vour tevel of IT skills?

bam of a very high standard in my 1T skills due to working constantly on a computer throughout my
school courses, | have studied a number of programmes including Word, Excel, PowerPoint and
Publisher. | have also attained qualifications at a merit level which is the equivalent of a B at GCSE.

11. What interests you to work in the travel and tourism industry?

12. Canyou speak any foreign languages?

I recentiy passed GCSE German with an A grade, through large amounts of revision | passed 4 areas

of German which include completing coursework, a reading and listening paper and finally a German
Oral.

13, Where do you pian to be in the next five years?

As a very active member of staff { am constantly striving to work harder and to high standards

expected of me. | hope to have achieved a promaotion, thereby given more responsi bmties and
duties within the company.

To create a good impression it is a good idea to show your interest in the position you are appiying
for. ltis also important to show your personality through your answers and guestions. Therefare it
is a good idea to prepare a couple of questions priorto the interview that you intend to ask the

- interviewer as it shows that you are extremely interested in the position. Although it is a good idea
to prepare guestions prior to the interview you shouid oniy ask around 2 or 3 in the actual intarvie

D e B v N U SV AR SO P S
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2. Whatsets your travel company apart from others?

Thisis also a good guestion to ask as it give them & chance to think about the

working in their company and also they will be able to define why this
compared to others.,

positives of
is a better company

3. What kind of opportunities and benefits should | expect from working within vou company?

Falso think this is a good guestion to ask because it wii

Lcontribute in helping me to consider the
position if offerad to me. it will also make me feal §

nappier about working in this company as |

will know to good expect opportunities and also that | will be rewarded for working in their
company.,



The Interview 30/0:1/08

On Monday 217 lanuary | took part in an interview for my Travel and Tourism unit entitled Human

Resources. For several weeks we had been researching and locking further into how best to perform

Inan interview and technigues that are likely to benefit me in attaining the position of tour guide.
The interview took place in schoal just after 12, 30pm wuth me being the first of three to take part.

We were interviewed by three people consisting -

This is a piciure of the
board of interviewers.
They each asked 3
selection of questions
about the post of Tour
Guide.

This is a picture of the
three candidates who
applied for the post of tour
guide. Me being the one in




WITNESS STATEMENT

“Partinaninterview for the position of Tour Guide for Guided Holidays. The interview

ceinlaniary 3002 The interview sanel com priseu

i prepared carefully for the interview. She demonstrated a clear understanding of the iob
role of a tour guide and was able to answer all of tha guestions appropriztely. She was well

presented and smartly dressed and well groomed. She was confident throughout the interview,

She followed the line of guestioning very well and made some excellent contributions threughout.

She demonstrated a good depth of understanding of the T&T industry and refated her work
experiences o the interview.

Please also refer to recorded interview on accompanying BvD
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Evaluation® 23/01/08

Evaluation of my interview performance

For our unit on Human Resources we had to prepare and take part in an interview, The post of the
job was Tour Guide for the company Guided Holidays. We researched a number of things before we
100k part in the interview including, locking at skills and personal qualities, working conditions
relevant to the post of tour guide, possibl

& interview guestions we may be asked and also questions
Iwould ask the interviewer.

| felt that afthough | worked really hard at preparing for my interview by looking at a large number of

sources both from internet websites, newspaner articles and also textbooks, I could have perhaps
worked a little harder at preparing questions | would ask and also looking further into answering

questions the interviewer may have asked me, This was a good idea as it would have made me feel 2

little more relaxed and confident when being asked spontaneous guestions in the real interview, 1
visited a vast number of internet sites, fooking further into how | could develop my skills and
personal gualities for my interview. | wanted to be prepared for anything that might happen or
anything they may ask me therefore | locked at different techniques of how to answer questions for
example; taking a breath before answering a guestion to make sure | have taken it alt

prepare an answer in my head, anather t

inand can
echrigue would be not to umm and ahh during the
interview as it creates a very negative impression, as though you are not sure of what to say or that
you are uncomfortable in the situation. Examples of sites | visited would be choices, they help
peopie by assisting them to select future careers and creating job opportunities, they also heip to

prepare the candidates by making sure things such as their CV is the best it could possibly be and
also preparing them for an interview situation.

I questioned a number of sites on how best to perform in an interview and was delighted 1o find a
farge numbers of results. They gave advice on how best to greet your interviewer, ways in which you
can show your diverse and unigue pérsonality and finally how to show you are the best possible
candidate available for the post. Not only was the internet helpful t could alsc draw on past
experiences more specifically the research | carried out for the role of tour guide, this was possibie
as we had previously completed a trave! and tourism unit entitled the guided tour, this was where |
had to plan and carry out my own guided tour to a small group of people.

For this unit 1 had to find out what personal auali
successfuily and also what the role of tour guide

R EREpan PP TS QU S B S, ot

ties and skills | would need to carry this role out
actually entailed. The research | carried out was

-
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different areas that are linked to the post | was applying for; therafore | frequently mentioned my

passion for customer service particularty relating it to my part time job as a sales assistant at the
Early Learning Centre,

When planning for the interview | not only thought about and researched guestions they may ask
me, | also looked at questions [ should ask them. By asking your interviewers questions it shows vou
are very interestec in the post and want as much information as possible to gain the position. | aiso
asked people I knew about their experiences with interviews and how they performed throughout
them. For example my mother has recently started a new job for which she had to apply and go
through a number of interviews to obtain. We used experience from her interview to heip plan for
my own. She recommended questions ! should ask and also helped me with preparation for
guestions they may ask me, by using examples from her own interview. The questions | had

practiced with pricr to the interview were actualiy very similar to the ones asked on the day of the
interview. For exampile

¢ what made you apply for the job as Tour guide
L3

What experiences have you had with working with customers

These guestions | had previously prepared for, therefore | think 1 was able to provide a very suitable
and appropriate answer, | believe this as all members of the interview board mentioned that i
showed a good respcm'se, when tatking about my part time {ob and also mentioned that the idea
about saying how passionate | am with customer service was a good touch. As | was guite nervous
before the interview | decided it would be 2 good idea to take my nrepared answers to questions
thay may ask, in with me, | thought this was a good idea so that they couid jog my mermory if | had
an answer reievant to one of the questions they asked me. However once in the room they put me
at ease at once and { felt It would be more natural for me to answer the questions on the spot rather
than refer back to piece of paper which | am confident that | would have stared at throughout the

interview and not provided eye contact and not listened to the questions properly, therefore ending
up not being able o answer the questions suitabiy.

Recently  did & large amount of preparation for the interview, however pravious éxperie‘nces from
both school and out of school heiped contribute to my parformance. Many of the work experiences
i took part in were travel and tourism based which are very beneficial during this course and
particuierly for this performance as | could draw from past experience of how | acted throushout
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the way back te leisure and tourism units | completed in year 10, where

I'had to use customer
service skills on a number of occasions and be judged upon them,

Deciding on the outfit to wear for the interview, was a relatively hard decision a number of factors
had to be considered, for example | could not look overly dressed as the position of tour gulde is not

one of which you would be expected to wear formal sttire, however for an interview you are

expected to be well- groomed and professional. My final decision was to wear a pair of smart black
trousers, with a casual yet smart iooking long sleeved top accompanied by black pashmina. 1 think it
created the correctimage and impression which hopefully got me off 1o a good start. | wore my hair

down 1o look more natural and combined neutral colours of makeup to keep a natural look to my
face, rather than being orange or extremely pale and sickly fooking.

| decided that the first impression | wanted to create for myself was to be friendly and approachable,
Pwanted them to see that | was sericus about applying for the

post of tour guide and passionate
about the indusiry in which it is basad.

FHelt i was very smiley throughout the performance which
may have been slightly unprofessional as it is a good idea to show a serious si

as it will show you take the job very seriously,
sotemn and grim as they are unlikely

de of your personality
however | do believe it is better to he smiley than look
1o want you to be part of their team. From research | found
many sources that recommended showing that you are approachable as they are likely to be more
natural and comfortable with you and bond with you better as it shows that you are like

ivtohe
good with customers, which is a vital quality needed for the post of tour guide.
It is very common for me to get nervous before performances/ acti

ng in front of people | don’t
know, when | think of doing an interview |

think of it as a performance therefore get nervous when
preparing for it. { am usually a relatively confident and natural speaker, particul

arly when meeting
new people however when !

am trying to impress people in situations such as an interview | freaze
up and worry about what | am saying. Whiist waiting to be called through for the interview | was

feeling both excited and anxious, although | was quite confident from the amount of pianning | had

done | was worried that the questions and techniques | had learnt may not be relevant to gueasticns
they ask or may not make sense. The feelings of angst were very much unnacessary as all the

interviewers were welcoming and friendly as soon as | walked through the door and put
immediately. As{was the first candidate called in | did not have to wait that |
opinion | think this was best as { was only more likely to get nervous whil
the interview was actually relatively quick however whiist wai

me at ease

ong and in my personal
st walting for my turn. | feit
ting for the other two candidatac it fals
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which | think made it feel less formal and more refaxed, however it also made it seem more intense

and 1 to 1 but with 3 people talking to one. This is an ordinary setting for an interview so it did not

strike me as strangs due to me almady taking part in a couple of interviews for previous part time
jobs.

Jlenny introduced me to the other two interviewers as soon as | was seated this was helpful as it
meant | would be ready to address them at any point during the Interview if | had a guastion of
query without seeming rude due to not knowing their names. | did already know Mr Mainstone due
to him being my teacher, but | treated him as if he was someone | was meeting for the first time and
continued to act no'rmaély as if it was a real interview situation when he addressed me as a
candidate. Simon Kerr | recognised due to visiting his place of work for a previcus coursework unit
was thanked straight away, by Simon Kerr for meeting them today. Simon began the interview by

asking me what part of the job | was interested in and why, he also asked me about the guided tour
that | had recently completed.

Throughout the interview | maintained a smile and tried to fook as natural, confident and
comfortable as possible, howaver { was nervous therefore had tendency to present un- professicnal
mannerisms such as umms and ahhhs when thinking about what | was going to say next. | befieve |
spoke in quite professional terms when answering guestions; however it is very hard to think about
. using mature 1anguage when you are trying to put together a suitable answer in your head, on'the
spot. Althoulh i felt the«language | used was suita b e i believe the tone of my voice wasnot. |
remember it belng very mono-tone ang at times very quiet this is very strange as my natural voice is
usually gquite loud and well pmjec:ted. | am a very lively person and express what | am saying through
large amounts of hand gestures. It makes me feel like | am able to get my point across better and
from memory Lknow ! did it many times throughout the interview when answering their questions. |

am not sure whether the interviewers would see this necessarily as a bad trait as it shows my

enthusiasm and zest for the job. |think my body language was very positive | sat facing the person

who was asking me guestions and also kept eye contact with them. | believe my body language to be
open and friendly which t think would make very approachabie. Being approachable is very

important within the post of tour guide as the customers must feel that they are able to talk to you if
you have a probiem or query.

As | mentioned earlier many of the guestions | was asked in the real interview were ones which | had
alreadv prepared answers to. The cuastions | was asked ware nnt the ayart cama ac tha anac | had
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Another guestion | felt fairly confident about answering would be from Mr Mainstone-

This post involves working as a member of a tearm. What experience do you have in working as a
team member?

As | thoroughly enjoy my part time job { am able to speak very highly of it, therefore am able to

answer spontaneous questions also. | talk very boldiy about how | work as a very valuable member
of the team. Mr Mainstone also asked me

What responsibilities do you have in your part time job?

This particular question slightly threw me as | had not prepared an answer for it, however thinking
onmy feet { was able to think of an answer and in my opinion quite a good one. | thought quickly
and came up with an answer regarding the Christmas rermporary staff. Coming up with this answer

enabled me to go onto answer other questions that were linked o my responsibilities within my iob
role,

A further question that slightly threw me was the final guestion asked by jenny-

Is there anything more you wouid like 1o tell us about yourself in relation to your application for
this job? :

ttook a little ionger to ask this question as | thought | had covered everything and did not want to

repeat myself t mentioned about me being a loyal and hardworking member of the staff, however |

did not think it was the best answer | could have given and if | had thought about it for tonger | am

sure | woulid have come up with a much more suitable answer. | do not think that | hid my surprise of
this question well as | think | blushed. | did this because | was put on the spot and had three people
waiting for an answer and a camera pointing in my direction at this point | panicked and said the first
thing that came into my head and nervously repeated it a couptie of times for affect.

Once the interview panel had completed asking their questions, they gave me the chance to ask my

own, { had already prepared a couple: | chose the question | felt was most relevant to what we had

finished talking about and also which | though would ieave a positive lasting Impression so decided
on asking them-

What is the structure of promotion within the company?
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future references be improved upon. Although | find performances such as these quite
uncomfortable and nerve wracking, | believe they are very beneficial to aractice, particularly forthe
industry Fintend to work within as each time | take part in them my confidence grows which then
enables me to enjoy them slightly more without the nerves completing taking over.

Throughout my performance | befieve there to be both strengths and weaknesses. Looking at the
notes the interviewers made throughout the interview | found that they all agreed that the fact that
I particularly enjoyed the aspect of customer service was a very good dynamic of my interview. it
was very good idea 1o use this point in an interview for this kind of job roie as it is relevant to the job
tam applying for. Mentioning strengths that are vital for job roles you are applying for is a very good
idea as it shows that you are perfact for the job as you are likely to fit within their criteria.

A further strength | found to my performance was my ability to make answers up off the top
of my head, although { had previously practiced questions 1 thought may crop up | was unaware of
the exact questions | would be asked therefore | feit that my responses were guite good. | was also
abie to keep the negative mannerisms te a minimum, when | was unsure of how to answer
quest‘ions.

Another strength | believe contributed to the positive outcome of my interview was that!

vas able to provide good examples of my experiences with customers, particularly from my part
time job. | believe this is a strength as it shows | am quite confident within my role of being around

customers for farge perfods of time and alSo that | am to deal with both problems and queries
customers may have.

Finaily | believe my largest strength in the performance had te be the correct and
professional body language t used, for example at all times | kept eye contact with the interviewer
asking the questions and also | iooked and spoke friendly and open throughout the entire interview.

Although | was able to identify quite a few strengths to my parformance | was very aware of
the weaknesses in it. Firstly { remembered the greeiing i gave when first entering the interview
room. | felt this was particularly unprofessional and on a few occasions throughout the interview |
slipped up and ended up using an unsuitable answer which | believe did not help to create a good
first impression.

Another weakness had to be the tone of my voice, as | previously mentioned | tended to talk

“in a bit of a mono tone and at times ended up talking very quietly. To add insult to injury | aiso spoke

guite guickly which must have been a nightmare to the interviewers as it must have been terrible
hard to understand what | was saying.
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Recommendations for improvement

“The overall impression of the interview | took part in, t found to be very positive, however like all

interviews and performances there is always som ething that can be improved upon or changed for
future purposes. | will now look back at what particular improvements | couid make to my
performance, reasons for why they should be improved upcn and finall

y how [ could bring about
these changes for future performances/ interviews.

Looking back at my interview | remember having a mixture of feelings both positive and negative
although | felt nervous | was still excited at the sarme time. My nerves can be a very big problem

when it comes to performing in front of others, particularly pecple i am not

twell acquainted with:
this is definitely a problem | shouid work on, particularly for future purposes such as iob interviews.
The reason | should improve upon this factor is because in a situation such as an interview it is very
important that you make a good first impression as you only get on chance toco. Nerves always affect
my level of concentration therefore when answering a question | am not able to give a better suited

and more professional reply, this will be a problem because other candiddtes will be able to provide

a suitable answer as they will have let the nerves affect them, therefore finding themselves more
likely to gain the position of tour guide. Ways in which | could improve upon this probiem would be

to put myself in more uncomfortable position to build my confidence and comfort therefore | will be
more prepared for future situations. | could practice

in situations that occur in my part time iob such
as a problem customer or a complaint or query they may have.

A further problem | found occurring rather often throughout my performance were the-un

professional mannerisms | presented such as ummiming and ahhhing, these occurred when | had

efther run out of things to say or did not know how to answer the guestion, luckily | was quite well
prepared for the question they asked me however | few did crop up that caught me off guard for

example the final question | was asked by jenny- Is there anything else about your personality you

wouid like to add that you feel is relevant to the post of tour guide?. | had not expected something
as open ended as this guestion and was momentarily stuck on how to answer therefore | sat for a

moment ummming about how 1o answer, however lovatty was one of the first things that jumped
inte my mind and | found it to be a very weil appreciated final answer and summary of my
personality, The probiem with answering in this unprofessional manner is the negative i

mage and
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more approachable and friendly than if you were 1o be frowning. | falt my voice was rather
monctone at times and sometimes went rather guiet which meant the intarviewers could not hear
what | was saying very clearly, this was very strange problem to encounter due 10 me generally
having a very loud and chatty voice. | believe by talking quietly the interviewers thought | did not
really know what | was talking about and also that | was not very interested in the position, this | feel
in & real interview would & be a probiem as! would not like to create that impression ways in which|
could improve upon this problem would be record myself whilst answering gquestions then pickup
where | begin to talk quietly and what my voice sounds like when itis low and not very energetic and

approachable. | believe by practicing and hearing what my voice sounds like when it is dull it will
prevent me from tatking in that way on future occasions.

As | mentioned earijer | did tend to have a problem with actually answering spontaneous guestions
this protﬁemwas mainly created due to my nerves however it was also down to my feeling of
wanting to rush the interview to get it over an done with. This was a problem as | began to rush
what | was saying and tended not to think property about the content and the wa{/ in which | was
answering and portraying my personality and gualities through my answers. It also meant that
sometimes my answers would not make sense nor fit with what the interviewer had iust asked me.
Again a way in which 1 could improve in this area would be to practice taking breaths before |
- answered questions and thinking about providing more in depth and inteilectual answers that suit .
the guestion being asked. These answers would promote my unigue and positive personality which
would hopefully contribute to me gaining the iob of tour guide.

When talking naturally | have a tendency to rush what | am saying therefare forgetting what | have
already spoken about, this usually creates a problem as | end up repeating myself. | found this
particuiar problem present during my performance. Howeaver it was not down to me rushing what |
was saying, it was because my nerves prevented me from thinking further into how to answer the.
question being asked of me. | aiso felt that | needed to get my point across and make it ciear,
however due to me repeating myself rather more times than one would have hoped | came across as
though | had run out of things to say and was not very confident in my own abilities to answer a
simple and straightiorward question. There are many ways in which | could improve on this praobi
{ could do this both in my professional work and normal day to die life- whilst around friends and
customers. For exampie when talkmg 1o my frlends and customers | should pause and think about
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An Evaluation of how the caravan club manages the performance and
discipline of its staff.

Training

As all organisations are diverse and unigue in their own way., different types of
training methods, benefit different types of businesses. There are many different
types of training methods to choose from in and each will work in its own way to
motivate staff so that they work to their best ability and also get them to work
fowards achieving goals set by the company, thess are as follows:

Induction training

Mentoring

Coaching

Apprenticeships

in house and on the job training
External and off the job training

Finally transferable versus non- transferable skilis arising from training
programmes

$HbESSS

induction Training is a very important process of introducing newly appointed
personnel to the organisation; it is used to make them aware of systems and
expectations. Its sole purpose if to provide new staff with an opportunity to
understand the natural working environment and how things run, to know whom they
may ask if they have any queries about what they should be doing, alsc to gain
information about general organisational policies. induction has not set duration and
can range from a couple of day to months. Some organisations have an informal

approach to induction whereas as other will choose to make a programme that must
be meticuiously followed.

The Caravan Club

| S S 2
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the mentee as the mentee will be guided by a kind of role model in the form of a
mentor.

The Caravan Ciub

ls an example of a company that uses mentoring to further the opportunities of their
staff and also to discuss with their staff where they would like to be and what further
responsibilities they would like to take on in the future within the company. Mentoring
takes place on a line management basis and | have looked at the membership
services department in the East Grinstead cenire. This department has a director
who is in charge of a large team of staff. Within the team, staff have posts of
responsibility and staff under their span of control. As an example of mentoring a
tearm member in the insurance sector would be mentored by their team ieader, the
team leader would be mentored by the contact centre manger, the contact centre
manager would be mentored by the head of membership operations and the head of
membership operations would be mentored by the director of membership services.

in the case of the caravan sites the assistant warden would be mentored by the
warden and the warden would be mentored by the. area manager.

In house and on the job training

This is usually one of the most popular methods of training due 1o its cost
effectiveness. It is provided to meet an organizations own specialist needs, meaning
that they can have their staff trained exactly in the way they want so they learn things
particularly relevant to the company. There are many benefits to using this method of
training they are that the individual will learn immediatety whereby fearning to
develiop their expertise simultaneously. Although the benefits of this type for training
do outweigh the cons they should be considered for exampie the experiences they
encounter can only be shared with other employees within the organisation.

The Caravan Club

The majority of training at the caravan club is in house and from my research | have
found out that there are two reasons for this
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« Understanding of procedure for paying UK and foreign suppliers.
o mow to advise members to make claims

External training

Can be a very effective method of training members of staff however its biggest
disadvantage would be its cost. Specialist services of training consultants are bought
in by the organisation to train their staff. This tends not to be opted for as the skills
they are taught are quite general not specific fo the organisation you are working
thereiore it is likely hat you wiill have to continue training even when they have
finished due to getiing the training and methods relevant to the organisation you will
be working for. External training is generally expensive therefore smaller

crganisations tend not to choose this method of training as it is too expensive for
them 1c pay for.

The Caravan Club

External training is conducted as little as possibie within the Caravan Club due to it
expense. The Caravan Club do not want to have to pay for each member of their
staff to be trained externally when they can just as efiectively be trained if not better
by in house training. They receive more relevant and suited information through in
house training which can regretfully be omitted through external training.

Transferable skills

These are skills that are non job specific and staff can ring them from previous
employment. They are easily transferred from one department to anothsr. Some of

these skills staff will have as part of their education and if they don’t have them thay
can be easily trained.

At the caravan club the foliowing transferable skills are used

¢« Speaking
s Listening
¢ Reading

e Writinm
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Mon Transferable skills

Are job specific and would not be suited 1o a range of different job roles. They are
suited and relevant to a particular job type, therefore are completaly different to

transierabie skills; they are generally unique to one specific staff members
vocational expertise.

For example at the caravan club the role of duty officer, emergency services would
require the followi ing non transterabie skills
s Understandmg of how to give emergency assistance to members
¢« Knowledge of red pennant travel insurance
= Understanding of record keeping linked to Underwriter criteria
» Understanding of proceduras to mp!ement any changes with the managers
approval

Telephone skills- communicating with members travelling in foreign countries

The Caravan Club encourage and support staff to encourage staff to gain
qualifications for individua! staff development that will also benefit the organisation. |

will now look at the Caravan Clubs training and education policy document to see
how the staff are supported in gaining qualifications.

The Caravan Club states that “A wide range of retevant qualifications are
encouraged and supported across the organisation. To recognise the achievement

of the qualifications, the Caravan Club will heip with the costs of the study and where
appropriate give time off to attend courses”.

They also mention later on that “As the course fees will be paid for out of each
manager’'s deparimental training budgst, these costs will need 10 be included when
planning the budget at the beginning of the year”.

Also that “The Club will pay for course fees, examination fees and registration fees

for the professional/ awarding body, should this be required as part of the course/
aualification”.
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that all staff s given the same opportunities for development: and aiso 1o apply the
policy fairly and consistently across the organisation as a whole”.

The Caravan Club relate their training to the stakeholder's beliefs and aititudes, as
all their training is aimed at providing a better service for their members, Looking at
the training and education policy | found ways in which fraining is designed to
benefits the clubs members. “The success of the caravan club depands on having a

 t8am of committed, well informed and appropriately trained people”. They also state
that “The aim of the Club is to maintain and enhance its position as the leading
organisation for touring caravanners by cominuing-ib provide an unparalieled service
to the members. Training and development neads are identified from the business
plan, which will determine the type needed to deliver the business objectives in
terms of numbers, skills and knowledge. Finally they also mention that “A wide range
of relevant qualificafions are encouraged and supported across the organisation. To
recognise the achievement of these qualification, the Caravan Club wil help with the
costs of study and where appropriate give time off to attend courses”.
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FPerformance management

itis very important for businesses to assess and communicate with members of
staff, in order 1o carry this out organisations use Performance Reviews and
Appraisals. This allows them to discuss staffs present perdormance and future career

aspects. The Caravan Club uses these methods {0 assess their members of staft.
This method involves:

Looking through the job description and discussing what they believe they
have carried out within that position in the company in reference to the job
description and also what they could improve on within the near future.

A meeling with the line manager to discuss the performance of the member of
staff, what they believe their strengths and weaknesses are and how they can
improve on theiy performance in order to widen their opportunities of
promoflion.

Agreeing on targets and objectives they believe the staff member can meet

T = e Y=Y T ="

before their next performance review/ appraisal.

I will now go on to look at how an appraisal is completed, within the Caravan Club, in
the views of both the appraisal and the appraisee, ! will investigate the process that
takes place when discussing matters such as the job description and the appraisee’s

performance. Firstiy | will look at the appraisal from the appraisee’s point of view.
There are many things included in the process of the appraisal such a completing/
filiing out a number of forms.

The appraisal has 3 real purposes, the first of which would be that you clearly
understand what is expected of you within your role in the company, secondly to
review your past performance at work and finally to identify any training and
development needs that will assist with ernhancing your performance. The Caravan
Club believes each of these stages are important and that it is essential that they are
all carried out within the appraisal.

Prior to the appraisal taking place as the appraisee you must prepare yourself by
chackinag thai the vour iob descrintion s acciirate var mit alen re rear anv nravinne
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eliminating the element of surprise. 1t is important that you feel comfortable
throughout this meeting therefore a friendly and open atmosphere is essential. The
discussion should be honest on both sides and everyone should feel comfortable to
say what they think, constructive criticisms/ suggested improvements are very
welcome throughout the appraisal. Throughout the appraisal it should be found that
you are talking the majority of the time maintaining assertiveness, whereby
expressing your thoughts. Through the discussion things such as additional training
and expected achievements will be discussed and agreed upon you must be
prepared to work harder and put as much effort possible in to meeting these fargets
and expectations of the company. Targets and achievemenis are usually asked teo be
~compleied by the next appraisal. It is the line manager's roleto summarise and
record the outcomes of the meeting.
Following the appraisal you will later receive the appraisal forms of which you had
agreed with your fine manager this is generally within 5 days of the appraisal, these
will have been agreed by yourself so should not be shocking or disappointing. Once
you have signed these forms they will be passed on to the appraiser’s line manager,
who will then have the opportunity 1o make any additionai notes or comments upon
the form. They will go onio io copy these notes which will be returned to you, keptin
your own personnel file. If the content of these notes is not to your satisfaction and
you do not agree a further appointment with your line manager will be made where
you will discuss the outcomes of the previous meeting and go onio agree on
objectives. This meeting wouid generally take place within 14 working days after the
original meeting. Any training and development needs will be addressed by your line
manager with training and development officer as necessary.
I will now look at the appraisal from the appraiser’s point of view. It is not just the
apraisee’s job to prepare for the appraisal it is essential that the notes and files
regarding the appraisee have been re- read and past appraisals have been looked
over. The job description is a further thing that must be checked to see if it is up to
date and accurate. It is imporiant as the appraisers that you look over the apraisee’s
file to see what strengths and limitations have been noted previously in order to
consider new objectives and targets that could be set for them to improve their
performance. The appraiser must consider what contribution that member of staff
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relevant to what should be discussed. It is your job to make sure nctes are being
kept throughout the appraisal as they will be later needed to be signed and agreed
with by the appraisee and the appraiser’s line manager. Just as | mentioned for the
appraisee It is essential that this meeting remains open and friendly throughout in
order to maintain an honest discussion. Rather than criticising the appraisee it is
your job to point out pesitive improvements and targets they can meet. If a debate
does arise It is'important that it remains friendly and unaggressive — negotiation and
compromise may be required by both parties and the debate shouid conclude with a

recorded joint understanding and agreement. The future objective that will be agreed
by both parties shouid be recorded so that they can later on be signed. The

information celiecied should be recorded on the development and action plan,

Once the appraisal is complete forms must be returned to the appraisee {0 be signed
and then passed on {0 the personnel department. The forms require two signatures
one from each part. If in the svent of the appraisee not agreeing with targets and
decisions made, another appraisal will have to take place at least 14 days after the

original one. Agree with the training and development officer any support required
for booking, monitoring and follow up of training needs.
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Grievance Procedure

Grievance procedure are very commonly found within organisations, as many companies
believe that good werking conditions are essential to maintain a happy working force. In the
event of a member of staff having a grievance most companies will try to sort it out informatly
nowever this can sometimes be ineffective therefore must be dealt with formally for that
reason i1s it is essential that an effective grievance procedure is at the ready.

The Caravan Club have put together a grievance procedure which is clearly disptayed to
members of staff and is discussed on employment. They hope that concerns can be

addressed and resoived to maintain a good working environment for all staf, The Caravan
Club’s procedure consists of 3 stages

Stage 1,

Consists of the staff in question, placing & letter of writing concarmi

ng the grievance they
have to their line manager. The emp

ioyee will then be askead to atiend a formal meeting by
the line manager, where they will discuss the grievance. In due course the manager will
provide their decision, concerning the grisvance, in writing. The Caravan Club intend

end to
provide this answer within 5 working days of the matter being arose. Thi

s is generally very
effective however if the grievance is with the line manager the member of staff would have to

raise the attention of the head of department or the next most senior person within the
company.

Stage 2,

Is carried out if the matter is not resolvad after the suggested 5 working days. If the matter
has not already been taken up with the head of the department at this stage it would be. You
will be asked to attend another meeting (if preferred a fellow worker or trade union official
may accompany you) whereby they wili record any other information regarding the
grievance. Another decision should be given within 5 working days of the date of

Stage 3,

referral.

At this stags, if the matter stili has not been resoived, or you are unhappy with the decision,
decided by your employer/ head of depariment. You witl now have the decision whether to
raise this grievance to your director general who will obtain the record and will aive further
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Staft motivation

Staft motivation within any company is essential for the success of it. Even if the
product is popular without the staff there to promote and sell it, it is worthless,
therefore in order to sell the product companies must keep their staff motivated.
Large amounts of training are used as a motivational tool by travel and tourism

organisation to get the best out of their staff. There are 3 main reasons why staff
motivation Is imporiant to companies the first of which is:

€ To meet the aims and objectives that are set 1o meet the neads of the

stakeholders

@ To reduce staff turnover and retain good employees
@ Little absenteeism

Through much research in the area of staff motivation four theories have been
formed they are as follows: '

Maslow's hierarchy of needs
Taylor's scientific management
McGregor's theory X and theory Y
Herzberg's two-factor theory.

Maslow’s theory is that in Iife there are basic needs that everybody has to survive,
These are food, protection, love- someone who cares for you and finally io deveiop
their potential to the maximum to become the best person they can possibly be. This
is a very famous theory and is known by the pyramid diagram, Masiow describes as
the hierarchy of needs. The diagram shows that once an individual has moved
upwards 1o the next level, needs in the lower fevel will no ionger be prioritised. If
a lower set of needs is no longer being met, the individual will temporarily re-

priortiise those needs by focusing attention on the unfuffilied needs, but will not
permanently regress to the lower level

FS
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Taylotr’s scientific management is further well known theory referring to staff being
motivated by money or incentives, his theory states that people are motivated Dy
money or incentive schemes, conciuding that pay is the greatest motivator. Taylor
believed that an organisation is iike a machine and every staff member has a job,
which they are trained to do. Taylor developed his theory of "scientific management"
as he worked his way up from a laborer to a works manager in a US steeiworks.
Taylor had a simple view about what motivated people at work - money. He felt that

warkers should get a fair day's pay for a fair day's work, and that pay shouid be
linked to the amount produced.

McGregor's X and Y theory is based on ‘wo ideas of strict management
supervision, his belief was that all workers are tazy and will only work by using
threats and punishments. According 1o this theory, employees will show little
ambition without an enticing incentive program and will avoid responsibifity whenever
they can. He also believes workers should be kept under control and repressed,
however this showed poor results it has been proved that you give direct
responsibilities to staff for their work to help them devetop and progress. By giving
staff training good results were produced.The theories look at how a managers
perception of what motivates his or her team members affects the way he or she
behaves. By understanding how your assumptions about employees’ motivation can

influence your management styie, you can adapt your approach appropriately, and
50 manage people more effectively.

Herzberg's two factor theory is another well known assumption referring to styles
of management and how best to motivate staff. in contrast to McGregor's theory,
Herzberg believes that money was not the best motivator. Believing what was more
important was working conditions, a good salary, benefits, status and finally a good
working relationship. He found that the best motivators were a sense of
achievement, recognition, responsibifity and personal development. His most
important motivator was career deveiopment. This theory suggests that to improve

job attitudes and productivity, administraiors must recognise and attend io both sets
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Management styles

Different organisations use different management styles within their business, this is
because one style may be more effective in one company when it does not work in
another. There are four main types of management styles they are as foliows:

Exploitative authoritative

Although in some organisation this can be an effective management style it has been
found that employees do not respond very well if being told what to do. This style
consists of management imposing decisions upon staff and motivation can be found
through threats of punishment as | mentioned previously, staff do not respond well to
this style as it results in no team spirit and no communication betwaen workers.

Benevolent authoritative

This style is based on a reward system whereby staff worKing more will result in then

obtaining more money. In regards to motivation, team work and communication this
style is very similar to that of the exploitative authoritative style as they do not

promote working together as a team as vou are working individually to earn money
for yourself alone.

Consultative management

In contrast o the previous styles of management this approach has been found to be
very effective and can be found in a number of different organisations. This style
entails staff being trusted and motivation being found through rewards and

involvement. Within this style strong team work can be found! this is because there is
two way communication and widespread responsibility.

Participative management
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they can complete to the best of their ability. Rather than tei

ing members of staff
what to do they discuss tasks and jobs they need to comp!

ele and decide how they
can best support them when they carry them out. Staff at the Caravan Club are kept

motivated by the opporunities in which they can further their career (usually within
the company).
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Rewards

Rewards are regularly used within companies, habitually when staff have

encountered some kind of success. There are two types of rewards given to workers
they are categorised as financial and non- financial.

Financial rewards are usually a result of meeting sales targets tor example if this
were (0 happen you may receive commission. travel agents are most well known for
receiving this type of reward. When working within a travel company you may
receive rewards such as fres flights, company cars. in some companies they use
reward schemes such as profit sharing which has been found o be a very effective
method of motivating staff. By sharing a proportion/ percentage of a companies final

profit with staff when meeting sales targets they are likely fo continue to work hard in
order 1o receive continuous success and rewards.

Non financial rewards are more commonly used within companies due to the cost
effectiveness; it can become quite expensive if you are continuously handing out
financial rewards to each member of staff when they are successful. It has also heen
proved that money is not the best motivator therefore non financial rewasds are fikely
to be more effective. Things like career development and opportunities for
qualifications are examples of non financial rewards another example would be
professional growth, whereby staff can be rewarded by schemes such as empiovee
of monih. Recognition is a further way in which organisations reward their staff 11

has been found that recognition is one of the best methods of motivation therefore
can be found in a number of different organisations.

The Caravan Club uses non financial rewards in order to motivate their staft. It has
been found that non financial rewards are much more effective than financial
rewards. The caravan cub appears to take this view therefore offers opportunities to
their workforce to help better themselves and widen their future career options.



AQ4 23/03/08

Disciplinary Procedure

I ali businesses/ organisations, there shouid be a clear disciplinary procedure, which should
be known by all s members of staff. Cn smployment you should be fully aware of the
companies’ policy/ procedure therefore should know what is allowed and what is not, A
discipiinary procedure is followed by an organisation when a member of siaff has acted in an
inappropriate way and the company must correctly penalize them, this may be in the form of
dismissal or paerhaps a suspension, depending on the organisation,

The Caravan Club has a very clear policy/ disciplinary procedure that is known by all its
members of staff, they believe that by setting patent rules and regulations staff shouid be

aware of what is expected of them to prevent them from acting in an inappropriate manner,
resulting in them being reprimanded,

The caravan ciub states that

‘It is the aim of the club to keep “rules and regulations” to a minimum and our reguirements
are, therefore, based only on good sense and faimess to all ®

They have put together a number of principles that staff are made aware of when starting

employment. They also state what they expect of staff working within their company. Thay
are as follows

Te maintain an acceptable performance in your jobh
« Tomaintain a good standard of time- keeping

To work only on Club business during office hours, and not on personal matters

To recognise the authority of those in more sanior management positions

« To maintain a good standard of conduct

To observe all such reguiations regarding salety procedures, fire precautions as are .
current at any time

And finally atways to do everything in the best interest of the club and notdo or
cause anything detrimental or prejudicial to the Club

The Caravan Club believes that by stating what they expect from their staff it will prevent
them from having to foliow the disciplinary procedure as-the staff should know what s

expected of them, therefore work to the best of their ability to prevent inappropriate actions
or behaviour taking place.
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warning, as formal warnings are not needed for minor offerices as they can be ineffective
and iead to further problems for the company as it can be seen as unfair, in the event of that
persons behaviour not improving a formal warning is likely to be the next option.

A more serious type of warning would be the formal warning. This generally takes place
when an informal warning is no tonger appropriate or fitting to the person’s offence. The
formal warning is quite complicated as there are two procedures that can be followed
depending on the severity of the offence. With a less serious misconduct, a mesting will be
held with your head of department where you will discuss your offence and any evidence or
aliegations made against you will be put forward and discussed.

In the event of the poor behaviour continuing & letter will be sant directly to you expiaining
details of the misconduct, details of the necessary action to remedy the situation and finally
making you aware that if this behaviour continues it is likely that they will be dismissed.
Formal warnings do not always result in dismissal there are a number of other options that

can be chosen for example suspensions without pay, demotion, transfer to other
departments and finally toss of senjority or increment.

In the more serious cases Dismissal without Warning can be used, in these rare
circumstances members of staff can be dismissed, however this can only happen after
incriminating evidence has been found and an investigation has taken piace, which has
included hearing the employee’s version of the matter. This choice of punishment is usually
the result of gross misconduct that brings the company into disrepute, examples would be
serious insubordination, being under the influence of aicohol or drugs dusing working hours

and also dlsorderly or indecent conduct, fighting on club premises or threatening physical
“violence.

Suspension is further type of punishment used by companies. It is most commoniy used

while investigation onto gross misconduct are taking piace. Suspension can take place with
or without pay depending on the circumstances.

Appeals are quite commonly put into action by members of staff after they have been
informed that they wili be subjected to disciplinary action. Within the caravan club staff must
appeal in wriling to the director general within 5 days of that action being taken. The
caravan ciub has created a disciplinary appeals procedure which must be followed, in the
svent of disciplinary action being taken, in order for the appeal to be effective and taken
seriously. The appeal letter must inciude a number of thinas such as. beina writtan  atatine
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Conclusions and Recommendations for Improvement

All organisations must work carefully within the employment laws and it is the role of the
numan resource department in the organisation 10 make sure this happens, this is

particularly important to the Caravan Club. To pravent problems and to protact their own
company they must ensure all actions caried out within the company are law abid
meet the correct criteria/ procedures. The majority of the main laws in referancs to
Crganisations are concerned with equal opportunities. It is essential that organisations keep

up to date with requirements of general employment legisiation. There are 5 main pieces of
legislation regarding eguality of opportunity they are as follows:

ing and

e

P

Tha Race Relations Act 1078
The Equal Pay Act 1870
The Sex Discrimination Act 1875

‘The Disability Discrimination Act 1995 and the asso
B The Working Time Regulations 1098

@

&

ciated 2004 provisions

The Race Relations Act 1976

This law is broken up inte 2 sectors, which are direct and indirect discrimination. This law is
relevant to the discrimination that empioyees face whilst at work: direct discrimination is
where an employer acts in a mest unfair manner towards a member of staff based on the
fact that they are of a different race/ background/ sthnicity. indirect discrimination is most

commonly encountered unintentionally whereby an emplover will discriminate against

someone without meaning it in a discourieous way, an example would be an organisation
recruiting for new members of staff and asking them to possess cenain qualities and skilis

which some applicants may not have.

Although the Caravan Club does not directly discrimi

seen that they indirectly discriminate against them, For exampie whilst recruiting for the post
of assistant warden they ask that applicants possess certain qualities such as being a
member of the Caravan Club for the duration of 1 year. Although some peopie would see
this as discrimination | do not believe it is a severs as discrimination, because it does not
discriminate against people race, ethnicity or background.

nate against people, in a way it could be

The Equal Pay Act 1970

This law addresses the egual opportunities problem; it prevents discrimination between the
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The Sex Discrimination Act 1975

This Jaw is linked to the previous Equal Pay Act; it refers 1o the equal opportunities for men
and women within the workforce. Things such as training and promotion should be-equaily
offered and completed between the sexas in order to maintain faimess and pravent
discrimination. However under this law there is a thing called positive discrimination which is
allowed this is where elther men or women are given more opportunities dus to being under
represented or because they have not been given any confidence in.

The Caravan Club Work hard to make sure they do not discriminate between the saxes and
make sure they promote ecual opportunities however in some cases men are more suitable

to some of the position recruited. This is quite common in many businesses however the
Caravan Club work their utmost to prevent this.

The Disability Discriminating Act 1985

This law refers to discrimination against pecple with disabilities, as it is so rightly named.
Disabled candidates applying for positions are protected by this law as it prevents
organisations/ emptoyers discriminating against them because of an unfortunate disability.
Although many organisation note in their job description that a good record of health is
desired they are not allowed to directly say that peopie with disabifities are unsuitable for
their position as they could be subjected to the law and be prosecuted.

The Caravan Club work hard to obey this law. A number of their staff are disabled in some
way whether it be hearing impaired or physically disabled, they make sure all candidates

applying for their posts are given equal opportunities; they know that just because someone
is disabied they still may be suitable for a job.

The Working Time Regulations 1998

This final law that | iooked at is relevant to the number of hours 2 member of staff is allowed
to legally work. Impiemented by the working time directive 1993 staff were restricted 1o the
number of hours they are aliowed to work. Employers must take reasonable steps to ensure

employees iake adequate rest breaks and are given an appropriate annual leave
entitiement.

Within the Caravan Ciub all staff are entitied to holiday and rest breaks within the hours they

work. It is known that members of staff are entitled to a 15min break every four hours they
work within a day.
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With members of staff having the cpportunity to improve personal skills and qualities they
wiil greatly benefit the Caravan Club as it means they can take on more responsibilities and
be more trusted within the company. individual development is greatly promoted within the
Caravan Club. it is a real asset {0 the company that they treat all of their staff equally it
creates a better working environment for everyone and improves things like staff ioyalty and
retention. The majority of the training that takes place in the caravan clubis intemal, itis a
very cost sffective way of training staff it also trains the staff in such a way that is suited to
the company, training that takes place needs to be looked at in rel
by the stakeholders. Therafore | belisve the method in which the Caravan Club chooses to
train their staff is very well suited to their company. Training is faken very seriously within the
Caravan Club as staff represent thair company therefore they must be trained appropriately
to deal with situations that may arise with the job. There are strict reguiations regarding
training and staff leaving the organisation within the Caravan Club.

afion to the finances given

Although | do believe that the training methods the Caravan Club use when employing
members of staff are effective and well suited o their own company | believe there are some
improvements they could make to their methods. | found that their internal training methods
help make staff skills within the job well suited to the company however by empioying the
use of more external training may benefit them. Although many peopie believe that the skills
you gain are too general therefore do not make you unigue 1o the company you work for, You
do get the opportunity to lsarn from very skilled and know ledgeable people who are highly
trained in specific areas of a job for example management, cieaning, heads of customer
service, therefore you get the benefit of their knowiedge within your own work, although it is
a more expensive method of training members of staff it is worh it. Things like gaining
qualifications cannot be offered within the company of the caravan ciub therefore you must
use external methods in order to train your staff in that way. On employment it is common for
staff to be placed in one department after experiencing training, however this | believe to be
an area which could be improvad upon, they couid offer more opportunities to rotate training
and aliow staff to experience the work of other departments. | also believe that they could
supply experience training for East Grinstead based staff out on the sites 50 that they
understand the demands on wardens and assistant wardens. This would help to educate

staff on the different areas/ departments of the Caravan Club, which is. likely to benefit the
company in a number

When looking at the Caravan Clubs methods of staff motivation | came across many
conclusions. Different businesses use different methods of staff motivation as one type is not
always suited 1o every organisation. | found that the Caravan Ciub do not use financial
rewards to motivate their staiff. After iarge amount of research into this area of staff
motivation many theories support the conciusion that money is not the best motivator. The
main motivator of staff at the Caravan Ciub is the demands set by the stakeholders who are
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This area of the Caravan Club | belisve to be largely effective would be staff motivation thare
methods are extremely effective and well suiied to their organisation. However there are a
couple of improvements they couid make in order 1o improve their methods of staff
motivation resulting in them becoming even more effective. Although | mentioned previously
that financial rewaras are not the best solution to increase staff motivation, there are some
cases that { think it may work. Empioyers couid ask staff during their appraisals or
performance reviews if they believe that financial rewards would increase their performance
within their job. They could then be offered to other members of staff if they believe it would
be effective. For example by ssetling targets or objectives within the appraisal and deciding
that by meeting these targets a financial reward may be available or be an option. | did
notice when locking at the job roles that there did not seem to be much room for career
development | belisve this could really help to improve staff motivation because the staff will
have opportunities to further their career and in the long run gain a more superior career,
which i1s most likely to improve staff refention. 1 think an improvement they could make would
De to perhaps introduce a scheme such employee of the month | believe this to be-a very
effective way of encouraging staff to work harder and motivate them as they wilt racaive job
satisfaction from winning employee of the month as it could be 1o them a sense of
achievement. Recognition schemes have been found to be extremely effective in the
workpiace inerefore | believe it would be very suited o the Caravan Club. As | mentioned
previously recognition schemes are extremely effective in motivating staff individuatly
however Introducing something like monthly prizes for the best department in the company
wouid be even betier as well as staff working harder {o try and win the prize it wili also
ancourage team work, this then benefits everyone involved in the caravan including its
stakeholders. | also noticed when looking at staff's methods of reporting problems back to
management that a large amount of improvement couid be made. For example introducing
problem solving groups would increase team work and team spirit within the company.
Financial rewards are not always the most effective way of motivating staff however things
such as extra holiday time work excellently at encouraging staff to work hard, it has been

found that these types of incentives work really weli within businesses therefore | believe it to
be well suited to the Caravan Club.

The third area | looked closely at with regards 1o the Caravan Club was performance
management. One of the areas [ focused upon when researching this area was the
appraisals that take place within the Caravan Club. [ found that the presence of appraisals
was a real strength to the Caravan Club and has greatty contributed to the success of the
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career opporunities are also discussed in appraisals therefore training that would be needed
to assist with gaining new skilis to achieve new positions and responsibilities within the
company. The strength of the Caravan Clubs apgpraisals would be that they are not
extremnely formal and stringent they are similar 1o open and friendly discussions, which
contributes to an honest discussion being hald where staff feal comfortable discussing future
career opportunities and also their present performance, this leads to action for the future
being taken, which is beneficial to all. The most prevalent strength of the appraisals would
De that future targsts and objectives can be set, this is strong point because it makes staff
want 1o aim higher and work harder 1o achieve goals set by themselves, and when achieving
these goals they get a sense of achievement and job satisfaction, which then helps to
motivate them for further success. The outcome of setting goals and targets for each
member of staff has a very beneficial affect on the organisation of the Caravan Club as
things like motivation and hard working staff helps to make the business more successiul, it
is like a positive domino affect, as it affects all areas of organisation in a good way,

When researching into this area of the Caravan Club | was able to draw many conclusions,
although | found & large number of positives to this area of the organisation | did come
across a couple of improvements | believe could help contributs to the success of the
Caravan Club for the future. The first improvernent | thought of wouid be that the Caravan
Club could introduce the development of job enlargement schemes. Many staff react well to
the acceptance of further and naw responsibilities, it heips the staff to develop their skills in
new areas and also helps {o motivate them, it can be seen as the member of staff are more
trusted and relied upon and also that they have the confidence of their employers. Things
such as the responsibility of other staff members or perhaps the management of a further
area of the organisation wouid help to encourage staff to work harder while also developing
their management performance. | believe job rotation would be another area i which they
could improve upon, by aliowing staff to work in different depariments/ areas of the
organisation they will be abie to increase their own skilis and also be more tolerant and
understanding of others and their line of work within their com
the Caravan Club to job rotate they will gain more skills which will help to qualify them for
other positions in the future and also may go on 1o help them achieve a promotion or further
responsibilities. Job rotation schemes could be discussed during staff members appraisals
as staff may or may not want o take part as they may already be nappy with their position,
while others may be interested in a different department of the organisation and by
experiencing what it would be like to train and work in that department mav decide iatar an

pany. By allowing the staff at
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procedure in action. The Caravan Club has established exiremely clear processes for the
staff having to follow the procedure. Locking into their informal warning process | found it 1o
e very clear and fair to staff, noting that that atthough this wamning will only be informal it will
e recorded in the member of staff’s parsonal file in case of any further occurrences. The
issue will be addresses by a line manager who will generally bring it up by word of mouth
rather than in writing. The process of formal warnings is a little more official this will generally
include a written warning from your head of depanment detalling your misconduct or the
complaint which will then be discussed at a meeting which will be held with your head of
department o discuss the matter further. This is usually where the staff member being
warned is likely to be assuring the employers that it will not happen again. The Caravan Club
also have a process for dismissal without warning, only in the most serious cases doss this
happen, the Caravan Club state from the word go that anything that could be seen as
detrimental to the company will not be accepted and the person responsible for this will be
severely reprimanded. This punishment is only given in the most severe cases however | do
believe that their procedure is fair to all members of staff, therefore in cases where appeais
nappen | believe the staff being penalised will not have much ground to stand upon as they
have already read and understood the procedure early on in their iob, therafore can not be
ignorant of their behaviour and be naive about the consequences of it. The Caravan Club
appeals procedure is very straightforward to staff intending tc address the matter of their

dismissal/ warning, stating that you may appeal in writing to the director general against any
disciplinary action within 5 warking days of that acticn being taken.

I found the Caravan Ciubs methods/ processes of their disciplinary procedure 1o be
exiremely clear and fair to alt members of staff, however after iooking closely at the different
laws attached to the are of human resources 1 found their disciplinary procedure to be quite
general and that it does not address as many issues and problems as it could do. Therefore
it could be seen that its effectiveness is limited 1o specific types of worker for example they
could add discrimination on the grounds of disability and age to the dismissals without
warning. This problem has been found to be very common within workplaces therefore in
order to protect their company from getting a discriminatory reputation they should address
the problem within their disciplinary procedure fo show they are aware of it and do not have
probiem with either issue. Another improvement they could make would be to have a system
of a stafi association so that colieagues can support each other in formal interview. Staff are
likely to feel more confident in speaking up about a problem/ complaint if they have the
support of a colleague, as it feels as though they have got someone who has their best



