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ABOUT BIHR CORPORATE SOLUTIONS 
We would like to introduce our newly formed corporate division, which will service your Hospitality and Retail training needs under the banner of BIHR Corporate Solutions.

Bahrain Institute of Hospitality and Retail (BIHR) has been the premier hospitality training institute on the island for the past decade providing quality education to the hospitality and Retail industry and has been successfully associated with the Bahrainisation process and national capability building in human capital in association with Ministry of Labour and Tamkeen (formerly Labour Fund).

Our objective is to offer customized solutions for the training needs of the industry and to deliver it through a skilled team of trainers and industry professionals keeping in mind the industry best practices. 

We are happy to announce the offerings of Training Programs (in-house, seminars, public workshops) 2009. The offerings have been designed keeping in mind the ever increasing needs of individuals and organizations as they enter the competitive arena. We have tried to include a wide variety of courses spanning the skills required to navigate the unchartered waters of a difficult year as firms battle to retain market share and brand equity through quality service.

Should your needs require skills other than those included in these offerings, please revert and we will be happy to design courses tailored to your specific needs. 
In the coming few days, we will seek an appointment with your office to offer our products and work on partnering towards the skills enhancement of the existing Bahraini workforce in the hospitality industry under the training levy scheme.  

TAP SERIES 

(TRAINING FOR ACCELERATING PERFORMANCE) 
1) Explore and Engage: the creative trainer 
(Duration: 32 Hours – Cost per person: B.D. 640.000) 
Aims

· Dealing with Cultural Diversity in a training room.

· Analysing and understanding different points-of-view in training.

· Highlighting the purpose of training and why training objectives impact overall learner’s experience.

· Understanding Communication and using different communicating techniques in a training session.

· Understanding task and group training sessions.

· Getting ready to make training contents and presentations.

· Organising a training plan.

· Understanding and learning new and innovative ways of using training tools (PowerPoint, flip chart, etc). 

· Practising live tasks and group training sessions.

· How to evaluate for short term training success.

· Developing effective training plans. 

2) 21st Century Manager 

(Duration: 32 Hours – Cost per person: B.D. 640.000)
Aims

· Understanding and dealing with managers' challenges.

· Assessing and reviewing individuals’ and teams performance.

· Challenge of developing and adapting to different developmental tools for team members performance.

· Understanding Goal Setting Objectives, and Empowering Skills.

· Improving delegation skills to maximise manager’s productivity.

· Leading your diverse team, today, and for tomorrow.

· Analysing your team and getting them ready to deal with different situations.

· Communicating in meetings and using each team members potential.

· Communication and Organising your Department.

· What is planning and how do you plan your department’s future for reaching organisations goals.

3) Managing the moment: the managing supervisor 
(Duration: 24 Hours – Cost per person: B.D. 480.000)  

Aims

· Understanding Assertiveness and implementing this concept.

· Understanding Communication and using different tools to understand the Communication process.

· Challenge of developing and adapting developmental tools for team member’s performance.

· Developing motivation in your team.

· Understanding your team member’s behaviours and dealing with them.

· Delegating and empowering your employees for efficiency.

· Understanding planning and why it is important?

· How do you plan? Importance of Organising and Controlling
4) Stop the clock 

(Duration: 16 Hours – Cost per person: B.D. 320.000)  

Aims

· Analysing your past "professional and personal" ways of doing things and linking them to Time Management.

· Understanding key attributes for effectiveness (vision, mission, etc).

· Understanding, developing, and relating your mission to Time Management.

· Assessing the most common Time Management issues and dealing with them.

· Decision Making and MOMENT Management.

· Mastering skills by using proper developmental tools.

· Action Plan, setting goals and measuring your daily, weekly and monthly productivity.

5) Can you hear me at the back: LEADERSHIP Skills 

(Duration: 24 Hours – Cost per person: B.D. 480.000)  

Aims

· Management vs. Leadership.

· Effective Leadership styles and qualities.

· Team working whilst building your team.

· Empowering your team for effective decision making.

· Understand and analysing motivational concerns and effectively managing it.

· Managing conflict in teams.

· Using different dynamics to enhance team motivation.

· Communication skills for effective leadership.

· Planning for your department’s future.

6) Quality Street
(Duration: 16 Hours – Cost per person: B.D. 320.000)  

Aims 

· Defining and understanding Quality.

· Understanding the key essentials of Quality Management.

· Adapting to and implementing new Quality enhancement techniques.

· The COST of Quality.

· What is Quality Service? And differentiating between the two.

· Aspects you need to deal with in order to ensure perfection at all times.

· How understanding of Service can impact inter-departmental teamwork.

· Understanding different levels of Service. 

· The Procedural and Personal side of understanding and delivering service to your clientele.
7) Engaging Talent 

(Duration: 16 Hours – Cost per person: B.D. 320.000)  

Aims 

· Understanding cultural diversity and its effects whilst your interview.

· Structuring and preparing for an interview.

· Analysing, assessing, and understanding human psychological behaviour.

· Communicating effectively during an interview.

· Costs implications for hiring and firing.

· Understanding Labour turnover for bottom line.

· Emotional Questioning techniques for opening a candidate.

· Reference checking and its long term importance.

· Negotiation skills for that competitive edge.

· Analysing and interviewing with effectiveness: (video filmed role-play session and debriefing).

8) Guru at Work 

(Duration: 16 Hours – Cost per person: B.D. 320.000)  

Aims 

· Implementing a new cultural approach to create and build a coaching and trusting internal environment.

· Understanding effective relationships and their roles during the coaching process. 

· Understanding Mentoring and Coaching.

· Communication and Listening process with an open mind.

· Differentiating between Formal and Informal Mentoring.

· Understanding roles of a Mentor and different types of Mentoring.
· Characteristics needed for being a Mentor.

· Understanding a step-by-step approach to the mentoring process.

· Analysing employee skills of individual in different departments which need coaching.
9) Art of Deal 

(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 

· Understand your clients 

· Understand the market, the competition and study competition 

· Understand your product better 

· Understand yourself 

· How do others see you 

· How can you improve yourself 

· How can you give better service 

· Improve personal and professional profitability for yourself and your company 

· Achieve desired outcomes and create relationships. 

· Maximize financial returns and value in negotiations. 

· Avoid being cheated in every aspect of work and life - we taken seriously 

· Handle difficult negotiators and play their tactics. 

· Enter into and conduct negotiations with confidence. 

· Know when and how to walk away from a negotiation – do not take the deal at any price 

· Improve personal relationships with colleagues and clients - cross the culture gap 

· Build a value that only you possess 

· Turn cultural differences into assets rather than liabilities. 

· What makes people want to buy from you

· How to close the deal 

· How to keep them coming back for more

TAP SERIES – HOSPITALITY WORKSHOPS 
10) Finance for non finance managers

(Duration: 24 Hours – Cost per person: B.D. 480.000)  

Aims 

· Understanding departmental relationships to enhance operational performance.

· What is Revenue? And how does it differ from profits?

· Importance of understanding financial terms.

· Introduction to Financial and Managerial Accounting and how it differs.

· Analysing the fine financial lines for decision making.

· Financial reporting: GOP Vs NOP

· Reviewing financial reports (Balance Sheets, Cash Flow Statements, Statement of Income, etc).

· Reviewing, analysing and understanding your departmental P and L Summary.

· Introduction to Ratios and Statistical Analysis.

· Departmental planning and organisation.
11) Money Matters: P and L analysis

(Duration: 24 Hours – Cost per person: B.D. 480.000)  

Aims 

· Understanding our organisational aim towards bottom-line.
· Assessing the purpose of Accounting.
· Identify types of accounts found in the chart of accounts that are used in your department.

· Understand the differences between asset and liability accounts. 

· Focus on best practice financial reporting standards such as Generally Accepted Accounting Practice (GAAP).

· Understand how the budgetary process impacts on your department’s strategic planning.

· Determine the financial position and performance of your department from a set of accounts.

· Understanding and analysing different financial reports and format to analyse the P and L report.
· Break-Even Analysis, understanding Ratio analysis and operating calculating.
12) F and B: improving bottom line

(Duration: 24 Hours – Cost per person: B.D. 480.000)  

Aims 

· Service and Quality and its direct relations to profitability.

· Quality for financial enhancements.
· Understanding Sales and Marketing as an effective tool.
· Understanding different Cost Control (food, beverage, and labour control).
· Understanding Menu Engineering and what aspects need to be considered to ensure profitability.

· Effective Menu Engineering which helps for Menu Planning.

· Marketing your Menu and understanding the right pricing policy in relations to guests paying patterns.

· Understanding Break-Even analysis.

· Controlling food waste and its relations to profitability.

· Knowing new Techniques to market your Products and Services.
13) Cost Control for Chefs

(Duration: 16 Hours – Cost per person: B.D. 320.000)  

Aims 
· Analysing the cost concept- an exercise?
· Assessing the importance and basics of costs.
· Differing between Fixed and Variable Costs
· Why organisations suffer?—Discusses components which contribute to business failures, such as internal theft, operational procedures, and recognizing controllable and non-controllable expenses. 
· Analysing cost elements.
· Realistic labour planning and staffing issues—Discusses labour cost control issues and provides a sound basis for a needs analysis. 

TOP SERIES 

(TRAINING FOR OPTIMAL PERFORMANCE) 
14) Winning People: art of persuasion
(Duration: 16 Hours – Cost per person: B.D. 320.000)  

Aims 

· Understanding Listening Techniques.
· Becoming a dynamic presenter with great speaking abilities.
· Different ways of Giving a Speech or a presentation.
· Preparing a presentation, in any context of business.
· Visual Preparations for grabbing attention.
· Managing Presentations, (management, sales, budgets, employee, decision making presentations).  
· Dealing with stage fear 
· Dealing with speaking fear 
· Use of speaking and presenting Aids, (i.e., flip charts, Power Point, Props, Body Language, etc) 
· Formal vs. Informal Presentations 
· Techniques for handling presentations (strong beginning, handling questions, analysing eye-contact, and ending your presentation).
· Getting ready to prepare and present. Video filmed role-playing and analysing your individual and group presentation dynamics.
15) Human Capital Assessment 
(Duration: 16 Hours – Cost per person: B.D. 320.000)  

Aims 

· Organisational impact of developing people.

· Finding different ways to assess employee competences in different departments.

· Long term and overall benefits of effective appraisals.

· Steps of an effective appraisal.

· Getting employees ready of appraisals.

· Understanding interactive tools and process for performing appraisals.

· Understanding the proper ways to use your internal appraisal methods.

· Conducting a live appraisal during the workshop.  
16) Overcome Reactions: Selling Revealed
(Duration: 16 Hours – Cost per person: B.D. 320.000)   

Aims

· Making that transition from order takers to order makers. 

· Understanding why people buy. 
· Developing Sales orientations and presenting your business.

· Acquiring persuasive Communication styles
· Developing thorough Product Knowledge.
· Transforming features into benefits. 
· Building positive client relationships. 
· Utilizing interactive skills. 
· Creating positive First and final impressions. 
· Listening and gathering information. 
· Asking questions and qualifying. 
· Responding and handling objections. 
· Gaining commitment and closing the sale. 
· Reinforcing and following up. 
17) Service Focused: an attitude 

(Duration: 24 Hours – Cost per person: B.D. 480.000)  
Aims 

Long term Customer Service Relationship experiences

· Creating a long term positive image for your guests
· Importance of treating your guests as individuals in all circumstances. 

Creating Impressions and understanding guests
· Techniques to go beyond the normal “may I help you”? 

· Who are the different types of guests you deal with?

· Eliminating the clash between your “personality” VS “your guests” personality.

Dealing with guests on the phone

· Listening and questioning techniques over the phone 

· Understanding guests’ behaviour, mood, and emotions. 

Analyzing guest needs

· Implementing QUALITY and identifying what to anticipate in order to understanding your guest’s needs. 

Understanding different levels of guest service

· What is Exceptional Service and how do you consistently provide it. 

Understanding Pro-activeness and its benefits
· True impact of recognizing and anticipating guest needs. 

· Transforming your self confidence in all guest service transactions 

Analysing, understanding and integrating tools and Methods

· Creating lasting IMPRESSION 

· Dealing with guests and keeping them as “valued first”

· Role-play situations
What could be different tools you can use to improve Service?
Handling difficult people

Understanding WHY complaints happen? Handling difficult situations and guests on the spot. 

18) Complaints: opening opportunities
(Duration: 8 Hours – Cost per person: B.D. 160.000)   

Aims 

· Understanding what? Why? Of Complaints.

· Using critical aspects of open-minded thinking.

· Types of complaints.

· Understanding clients’ individual behaviour for effectively handling complaints.

· Techniques to handle different types of complaints.

· Categorising, understanding and handling complaints.

· Using different psychological barriers to deal with difficult situations.

· Mastering skills needed for efficiency with live role-plays in the session.
19) Receiver Simplified 

(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 

· Appreciate how Telephone etiquette contributes to a positive image for the company.

· Analyze the job needs to be fulfilled at each stage of a telephone conversation.

· Analyze the strengths and weaknesses of your voice.

· Describe the factors contributing to a good environment for telephone conversations.

· Appreciate how focusing on outcome-first can change your attitude and improve their telephone skills.

· Use active listening and pinpointing techniques to understand the needs of the other party in a phone conversation.

· Practice closing a phone conversation to leave a positive impression.

· Derive guidelines for handling phone conversations where the other party is angry, passive, talkative or demanding.
20) Up Bucks 

(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 

· Implementing and attitude of “Did you sell”? 

· Your role in Sales (regardless of your departments).

· Challenges of change in Selling.

· The Sales Process for effective Selling.

· Understanding your guest behaviour VS your products.

· Going beyond transactional selling.

· Selling: in person and on the phone.

· Professional behavioural and presentation techniques.

· Handling and changing objections and inquiries to sales.

· Achieving guest loyalty for the future based on current sales.

· Analysing your selling strengths and weaknesses via role-plays (these role plays will be filmed and shown back to the audience for effective results).

21) Message in a Bottle 

(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 

· Understanding the basics of Communications.

· Understanding the challenges of communicating within a diverse environment.

· Communications Skills - The Importance of Removing Barriers.

· The Importance of Non-Verbal Communication.

· Enhancing your communications and body language skills.

· Being prepared to communicate: considering guidelines for thinking ahead.
22) Postures and Movements 

(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 

· Understand critical areas of the workplace where injuries may occur

· Operate with care, performing tasks (packing, stacking, moving objects, serving, clearing) 

· Preventing the most common ways in which the injury happens (lifting, holding, pulling)
23) Empowering Self: Handling the Moment 
(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 
· Understanding Empowerment.

· Analysing the reasons and consequences of empowerment today.

· Pointing out crucial factors that need to be understood, for effective decision making.

· Linking the concept of empowerment with “Moment Management and Situational Management.

· Using effective empathy skills to deal with difficult situations and types of guests.

· Using role-plays to deal with different given scenarios of different departments- an approach to mastering situational skills

TOP SERIES- HOSPITALITY WORKSHOPS 
24) Professional Room Attendant 
(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 

· Overall impact of Cleanliness.

· Quality matters for our organisation.

· What could be the different cleaning tasks in your departments?

· How do you deep clean/
· Maintaining quality and cleanliness standards.

· Fighting Germs and how it affects your health if not properly done?

· Using the right Cleaning Chemicals and Supplies (both from health and cost control point of view).

· Using and mixing hazardous Chemicals and how to protect your and your guests’ health.

25) Optimising Menu Sales 

(Duration: 8 Hours – Cost per person: B.D. 160.000)  

Aims 
· Being a source of suggestions

· Understanding and mastering complementary sales skills

· Briefing on the restaurant and kitchen as a teaching aid

· Food tasting exercise and promotion of selling products

· Field application “this is the heart of the training course”

(the participants must be reassured by telling them that everything will be done to ensure that they succeed in this exercise).

· Debriefing on serving session and highlighting of results

· Indirect selling: “find the mistake!”

· Course closing session
PROGRAMS AWAITING APPROVAL
KITCHEN and RESTAURANT MANAGEMENT IN THE 21st CENTURY (5 days) 

Course Overview
Participants who have attended Advanced Kitchen Management or Menu Engineering in the past should not attend because of significant material overlap.

This highly acclaimed course (previously titled Advanced Kitchen Management) focuses on achieving maximum profit from restaurant operations, using the concept development process as a thread throughout the course. Participants learn the steps to take when developing a new concept for a restaurant; and ways to maximise revenue and minimise costs on an existing restaurant operation. The programme aims to create a greater understanding and awareness of the financial contribution of a successful restaurant operation. It gives participants the opportunity to update themselves with the latest trends and developments in restaurant management; and the industry.

The Participants will immediately be able to translate their learning experiences into their workplace. They will be able to assess present systems and implement improvements if necessary.

Target Audience
The programme is not kitchen or service specific but has a more holistic approach to the restaurant operation. This assists in breaking down barriers between head chefs and restaurant managers, helping them to see the operation as a whole, rather than two separate, independent parts.

A certain level of experience and knowledge is expected. Applicants should be working at least at the level of a sous chef, assistant food and beverage manager or assistant restaurant manager.

Course Objectives
·         Sales and marketing for a restaurant

·         Understand a kitchen profit and loss account and how to control expenses

·         Plan and develop a restaurant concept

·         The menu as a business tool and a form of communication

·         Fully understand food cost and its relationship to profitability

·         Understand wastage and its impact on the bottom line

·         The principles of cost effective staff planning

·         Cost Control Methods

·         The true cost of a recipe

·         Different methods to set your selling price

·         Conduct a menu analysis study and engineer a menu. 

Course Material
All material required will be provided. As calculations are part of the course participants are expected to bring a calculator.

RESTAURANT REVENUE MANAGEMENT (3 days) 

Course Overview 
Modern managers need to know how to maximise revenues and profits from their businesses. Participants will be introduced to the concepts and application of Restaurant Revenue Management as a tool to help maximum revenues and profits in restaurants.

Target Audience
The course will benefit managers in the Food and Beverage industry who are responsible for or interested in maximising restaurant revenues.

Course Objectives
Participants will develop a strategic understanding of revenue management and learn how to apply revenue management to their restaurants and other food and beverage outlets.

• Necessary conditions and information for revenue management 
• The five-step approach to implementing Restaurant Revenue Management
• Data collection to establish a baseline
• Process analysis and other tools to analyse systems
• Pricing and menu engineering
• Different strategies, different times
• Using IT
• Marketing and management implications
• Cost/ benefit discussion

Course Material
All material required will be provided. As calculations are part of the course participants are expected to bring a calculator.

Prerequisites
The programme does not require any prerequisites; however you are expected to complete a pre-course assignment which will be sent out with your registration confirmation.

F and B MANAGEMENT EXPOSURES (3 days) 

Course Overview
Participants will be introduced to the basics of the Food and Beverage industry and how food and beverage operations in hotels, restaurants, and catering outlets are run.  

Target Audience
The course will benefit those food and beverage practitioners who will soon be, or have just been, promoted to management roles in their business; owners and managers of small, private food and beverage operations; or those in the hotel industry who have not yet been exposed to food and beverage operations but aspire to general management roles.

Course Objectives
Participants will understand and acquire the skills and competencies necessary to successfully manage complex food and beverage operations, both tactically and strategically.

· The food and beverage business – past, present and future 

· Restaurant concepts – components and design 

· Market analysis for a restaurant 

· Menu planning, development, pricing and analysis 

· Restaurant revenue management 

· Purchasing, receiving, and inventory control systems 

· Human resources - staffing, training, and service quality 

· Restaurant finances

Course Material
The course fee includes everything required for the class work including notebooks, articles, note-paper and pencils. As calculations are part of the course participants are expected to bring a calculator.


Prerequisites
The programme does not require any pre-requisites, however you are expected to complete a pre-course assignment which will be sent out with your registration confirmation.

EMPLOYMENT BRANDING (1 day) 

Course Overview
The programme is designed to offer an opportunity to participants to familiarize themselves with the area of Employment Branding as a tactic for maintaining, as well as recruiting talent. If you want to become an employer of choice, become one of the top 100 employers, reduce your recruitment costs, have your colleagues sharing great stories and truly align your management philosophy with the right people then this course to help you to understand the importance and what that journey truly means.

Target Audience
Recruitment specialists and HR Professionals

Course Objectives
Instead of performing post-mortems at exit-interviews use this strategy to reduce your turnover and focus on long-term people results as innovative solutions can only work in today’s labour market.

•      Look at good practice

•      Create a positive image for your company and great story telling

•      Align your recruitment strategy with the company’s strategy and expectations

•      Improve your current brand or embark in a journey to create one


Course Outline
What is employment branding and how does it differ from advertising?

•      Why is it important?

•      Preparatory steps for this initiative

•      Reflecting on your own organisation

•      Developing an employment brand 

Course Material
The course fee includes everything required for the class work including notebooks, articles, note-paper and pencils.

Prerequisites
The programme does not require any prerequisites.

Optional Prerequisite:
At an additional fee we can evaluate your current efforts and messages you are putting out there (DVDs, brochures, surveys etc) as well as conduct a mini random survey and then through the course we can propose new ways of improving your current status. This should be done at least one week before the course commences to allow for an evaluation.

 


INTRODUCTION TO HUMAN RESOURCES MANAGEMENT 

Course Overview
The aim of this course is to enable participants to understand the role played by Human Resource Management (HRM), as well as to define the activities of the HR Department, its organisation and its environment. Coverage includes: The nature of HRM; Implementing policies; Recruitment and selection; Performance management; Training and career development; Grievance and Trade unions; Employee Climate; Labour Law.

Target Audience
• Junior HR professionals
• Team leaders and supervisors who are involved in HR practices
• Anyone who wishes to enter an HR role

Course Objectives
• Analyse external and internal influences on Human Resources Management. 
• Differentiate between the three major HR roles: Operational, Administrative and Strategic. 
• Understand change in People and Organisations and how to manage it. 

• Identify staffing requirements. 
• Compose job descriptions in line with the company’s organizational choices. 
• Create and implement policies that take future development into account. 
• Define a recruitment policy based on the company’s strategic plans. 
• Design innovative recruiting methods. 
• Evaluate the contrasted approaches to performance appraisal. 
• Conduct performance appraisal interviews. 
• Reflect on the significance and complexity linked to the assessment of training results. 
• Develop a training policy based on the organisation’s needs. 
• Develop a succession planning process. 
• Deal with individual sources of conflict – grievance, discipline and dismissal.
• Measure the impact of trade unions’ recognition within an organization.

Course Outline
I. Assessment: (Subject to change)
• Group Project:
Topic will be provided in class. Participants will be allowed 1/2h during the scheduled class to do research and meet with their teams (4-5 individuals in a team).
• Individual Assignment
Choice of topics will be provided in class.

II. Grading Rubric
• Coursework (Subject to change)
Group Assignment                                       30%
Individual Assignment (short essay)         15% 
Mid-term Assessment                                 15%
Final written class exam                              40%

Course Material
The course fee includes everything required for the class work including notebooks, articles, note-paper and pencils.

Core textbook
Noe, R.A., Hollenbeck, J.R., Gerhart, B., and Wright, M.P.  (2003) Human Resources Management: Gaining a Competitive Advantage (5th ed.). New York: McGraw-Hill Higher Education
Journal articles and news – as required

Recommended reading
• HR Magazine, 
• Journal of Human Resources in Hospitality and Tourism
• International Journal of Contemporary Hospitality Management
• Human Resource Management International Digest

Prerequisites
The programme does not require any prerequisites

Certification
There are two types of certificates for this PDP: 
1. if you achieve overall (coursework and final exams) 70+ you will be awarded a certificate of achievement 
2. if you achieve overall (coursework and final exams) 69- you will be awarded a certificate of attendance 
If you will be absent from any session please notify your tutor as soon as possible either by email or by phone.
FRONT OFFICE MANAGEMENT (2 days) 

Overview
The programme will provide you with an insight of the management functions, budgeting for operations and evaluating the front office operations. This knowledge should be acquired by potential candidates for future promotions in a managerial position.

Target Audience
The ideal participants should be operating within the Front Office Operations of a hotel at a supervisory role (team leaders or assistant managers).

Course Objectives
An in depth understanding of the management skills and techniques required to fill a position at a management level within the Front Office department.

I Management Functions and Distribution:
Functions: 
• Overview of 7 management functions
• Distribution of room inventory

II Budgeting for Operations: 
Functions: 
• Forecasting Rooms Revenue 
• Overbooking
• Estimating Expenses
• Refining Budget Plans

III Evaluating Front Office Operations: 
Functions: 
• Daily Operations Report 
• Occupancy Ratios 
• Rooms Revenue Analysis

Course Material
A folder with the presentation as well as articles and practical exercises will be given by the facilitator on the day.

Prerequisites
The programme does not require any prerequisites.

HOUSEKEEPING MANAGEMENT 
Course Overview
The orchestration of fine skills delivers luxury hotel service in richly furnished and elegant settings.  This course embraces the challenges facing Housekeeping professionals today in a fiercely competitive field, ever discerning guests and the need for constancy of the most exacting standards of operation.   The essence of good service, an understanding of luxury, comfort and tradition, appeal to the senses and the need for anticipation of all guest requirements is central to discussion.  Subjects include standard setting, systems and procedures, inventory and cost control, motivation, room layout and the value of the inspection process.  Finally, how to interact with guests is part of the second afternoon’s session. 

Target Audience
Team Leaders, Supervisors, Senior Supervisors and Assistant Managers in housekeeping, front of house, maintenance and laundry operations.

Course Objectives
By the end of the course candidates will be able to:
· Define luxury and comfort in relation to the housekeeping service.
· Appreciate the value of providing a highly personalized service to all guests

· Define and understand the role of housekeeping and its importance to the success of the hotel operation 

· Appreciate the necessity of clear and timely departmental communication to the success in customer care

· Explain the requirement of good stock control to equip colleagues to achieve required work performance and job satisfaction 

· Understand the need for standards of operation and the advantages of a detailed inspection process 

· Thoroughly value and achieve the benefits of teamwork

· Develop their personal presentation skills to include confident body language and ability to interact with guests

Course Material
The course fee includes everything required for the class work including notebooks, articles, note-paper and pencils.

Prerequisites
There is no pre-work to be undertaken prior to this course, however, a certain level of experience and knowledge is expected. An applicant needs to be working at least at the level of a Team Leader/Supervisor.

BUDGETING FOR BETTER OPERATIONAL PERFORMANCE (2 days) 

Who will benefit from this course?
Operational and departmental managers in the business.

Course Objectives
By the end of the workshop you will be able to:
· Explain the purpose and nature of a budget
· Formulate operational budgets
· Identify the benefits of a budgetary control system
· Understand the budget setting process
· Understand the importance of careful implementation and management of a budgetary control system

 
Course Outline
· Introduction

· The purpose of budgeting

· The purpose of different operational budgets – P/L, Cash and Master Budgets

· Producing simple operational budgets

· Comparing budgets with cash flow forecasts

· Fixed and flexible budgets

· Organizational behavioural aspects of budgets

UNDERSTANDING YOUR P and L STATEMENT 

A business is successful by meeting its financial targets. The critical factor to achieving these targets is maximizing operating performance at the departmental level. This course shows how using the hotel’s P/L statement helps those staff charged with the responsibility, to achieve maximum financial performance.

Target Audience
Operational and departmental managers in the hotel

Course Objectives
By the end of the workshop you will:

· understand and interpret the hotel’s profit and loss statement 

· understand the principles and practice of budgetary control 

· be able to use the profit and loss statement to manage more effectively 

· be able to see clearly the role and contribution that your department makes and is expected to make in achieving the financial targets of the hotel

Course Outline
· Introduction 

· Purpose of the P/L statement  

· Origins and scope of the hotel P/L statement (Uniform System) 

· Key performance indicators 

· Concept and practice of ‘responsibility’ accounting in hotels 

· Principles of budgetary control 

· Analysing variances between actual and budgeted performance

Course Material
The course fee includes everything required for the class work including notebooks, articles, note-paper and pencils.

Prerequisites
The programme does not require any prerequisites.

FINANCIAL AWARENESS FOR NON FINANCIAL MANAGERS

Course Overview 
This highly interactive programme has been devised to provide the delegates with an opportunity to update their financial skills and gain a better understanding of the planning and control processes present in a commercial service organisation. Each delegate will have an opportunity to translate their learning directly in to the workplace with case studies and scenarios based on real business problems and solutions.

Target Audience
This course has been designed for operational and departmental managers working in the hospitality, leisure and tourism sectors who are required to interpret periodic performance report and develop operational strategies to meet business objectives. The ability to understand financial performance is a prerequisite to driving business performance and the principle aim of this course is to improve commercial knowledge and decision making skills.

· Course Objectives
The programme enables the participant to:
• interpret the business profit and loss account and improve business decision making 
• understand the difference between cash and profit 
• understand and interpret the business balance sheet 
• utilise methods for controlling material (food and beverage) costs 
• utilise methods for controlling labour costs 
• interpret business performance using both financial and non-financial approaches in a balanced format 
• appreciate the importance of positive cash flows 
• implement practical measures to control cash flows 
• extrapolate forecasted sales and costs from historical performance 
• prepare basic budget plans for revenue and costs 
• understand the principles of budgetary control 
• understand the environmental factors which impact on the business and use analytical tools for assessing the business position 
• explore the impact of the business environment on the projected performance
The individual benefits are enhanced by added benefits for the organisation:
• The course will equip participants with the ability to understand and contribute effectively to decision making in the organisation based on commercial interpretation of business information 
• The course content is designed to be based on actual materials and examples from best practice in hospitality organizations
Course Outline
I. Profit and loss accounts
• Key accounting concepts
• Users of accounts
• Comparisons between the role of internal and external reporting
• The meaning of key terms
• Uniform System of Accounts
• The differences between profit and cash

II. Understanding the Balance sheet
• Long term v short term assets
• Working capital
• Debt and equity funding
• Profit measurement in relation to investment

III. The management of cash and working capital
• Planning for cash requirements
• Controlling cash and other current assets

IV. Interpretation of results
• Key performance measures and industry ratios
• The role of other measures
• Balanced score card approaches

V. Improving the planning process
• Revenue forecasting
• Analysing the cost base
• Key performance measures
• Pricing for profit

VI. Introduction to budgeting and forecasting
• The benefits of budgeting
• Business analysis – where are we now and where are we going
• Predicting business growth – business mix and volumes
• Forecasting expenditure – understanding the nature of costs
• Controlling costs – monitoring performance
• Investigating variances against budget

VII. Key aspects of control
• Cost, profit and departmental analysis
• Breakeven analysis

VIII. Group case study

Course Material
The course fee includes everything required for the class work including notebooks, articles, note-paper and pencils.

Prerequisites
The programme does not require any prerequisites.

ASSET MANAGEMENT AND DECISION MAKING FOR SENIOR HOSPITALITY MANAGERS

Course Overview
This highly interactive programme has been devised to provide the delegates with an opportunity to develop their understanding of asset management in the lodging industry.

Target Audience
This course has been designed for newly appointed asset managers and for senior managers working in the hospitality, leisure and tourism sectors. 

Course Objectives
The programme enables the participant to: 
• Monitor and measure effective asset management
• Understand the changing nature of asset ownership
• Use Investment appraisal analysis

• Apply Discounted cash flows
• Understand the meaning cost of capital
• Apply Business Planning techniques
• Risk and Sensitivity Analysis


Course Outline
Topics to be covered include: 
• Review of strategic trends in the hospitality industry
• Benchmarking performance
• Capital investment analysis
• Sources of funds
• Alternative strategies for funding

Course Material
The course fee includes everything required for the class work including notebooks, articles, note-paper and pencils.

Prerequisites
The programme requires a prior understanding of financial statements and accounting concepts.

