Restaurant, Hotel and 
Meetings Management
RHM 468

Work Practicum in Hospitality

Work Experience Manual
Packet A
Steps To Be Completed for RHM 468 (Work Practicum):

1. Week One:  Attend Class the 1st Friday of the Semester (time posted on your schedule)

a. Note…Summer Students will not meet 

b. Download Facility-Student Contract to be completed by supervisor and student

c. Download Mid-term Evaluation Form and Final Evaluation Form to be completed by supervisor throughout the semester.

d. Begin to Organize your Work Experience Portfolio.  

2.  Week Two:  

a. Turn in a copy of the Facility-Student Contract Signed and Completed by your immediate supervisor.
b. Turn in 3-5 goals you wish to accomplish during your work experience.  
   (Must be typed)  Note…include a copy in your Work Experience Portfolio with the “goals” section.  
3. Week Three-Six:
a. Begin to type your answers to the questions in the work experience manual.  
4. Week Six:

a. Turn in a copy of your Mid-Term Evaluation Form signed and completed by your immediate supervisor.  
b. Turn in a typed mid-term evaluation on your goals you set at the beginning of the semester.  Write a brief summary of where you stand on the accomplishment of each goal.  

5. Week Seven-Twelve:
a. Continue to type your answers to the questions in the work experience manual.  

6. Week Sixteen:

a. Final Work Experience Portfolio is due in Class the Friday of Dead Week
b. Give a 2-3 minute Presentation on the following information in Business Casual Attire:

i. Name of Facility

ii. Job Responsibilities

iii. 3 things you have learned

iv. 3 things you think need to be improved or changed 
RHM 468 Hospitality WORK EXPERIENCE

The following questions and projects are to be discussed in your written report.  Include copies of material you collected from your experiences that are relevant, i.e., organizational charts, policies & procedures, records, etc.  Do Not answer questions with a “Yes” or “No” only.  Elaborate and explain why you support or do not support actions taken, policies and procedures, methods used, etc.

Part I – General Information

A.  GOALS:

i. Goal Identification:  Before beginning your work experience, you should identify 3-5 goals you wish to accomplish during the semester.  These should have been submitted with your facility-student contract at the beginning of the semester.  Include a copy of those goals in this section of your portfolio.
ii. Goal Progress Report:  At this point, you should recall your list of goals, and write a brief summary of where you stand on the accomplishment of each goal.  This summary should also include an action plan of how you plan on achieving the goals you set at the beginning of the work experience.  These should have been submitted to your instructor by week six of the semester but include a copy of this in your portfolio. 
iii. Goal Evaluation:  At the end of your internship, you should return to your goals, and identify if you achieved them.  If you did achieve a goal, state in how you went about accomplishing the goal and how its accomplishment has been positive.  If you did not achieve a goal, state why you were unable to accomplish it, and what plans to do in the future to achieve it.  

B. Position Information

a. Discuss the position(s) in which you worked.  Identify the following:

i. Name of position(s)

ii. Position responsibilities

iii. Who you reported to

iv. Hours of work

v. Rate of pay

vi. Type of Orientation (who conducted the orientation and was it adequate)

vii. Training received (who conducted the training and was it adequate)

C. Overall Work Experience:  Discuss your overall work experience. 

a. Identify at least five aspects of your work that helped you understand the expectations and responsibilities of hospitality managers. 
b. Identify at least three aspects of your work, if you were the manager of the facility, you would like to change.  Discuss why you want these changed and how you would makes these changes.  
PART II – SUPERVISORY SKILLS ASSIGNMENTS
(For this section, complete at least four of the following assignments.) 
1. TRAINING:  Evaluate the training you received at your property.  Was it adequate, what type of training did you receive, how long did it last, etc.  Submit any supplemental training materials you received during training.  

2. MANAGEMENT MEETING:  Attend a staff meeting held by the management of your property.  Submit an agenda from the meeting as well as any notes you took.  Write a brief summary of your reaction to the meeting.  What was the purpose of the meeting?  Who and how many attended?  What were the decisions made at the meeting?
3. TIME MANAGEMENT:  During a meeting with your supervisor or manager, discuss how he or she uses time management skills.  Ask how he/she plans the day.  Do they keep “to-do” lists?  Do the lists work?  How does he/she determine if he/she has accomplished everything for that day?  If everything was not accomplished, what usually stands in his or her way, and how does he or she deal with that?  Prepare a report about your supervisor’s time management.  You may want to discuss if you think he or she does a good job at managing time.  Compare your time management skills with your manager’s.  Did you learn anything about managing time in a service field?
4. LEADERSHIP:  Identify a leader at your property (this does not have to be a manager of management).  Describe why you have identified this person as a leader, what makes him or her a good leader and why you think people follow him or her.  

5. HANDLING CONFLICT:  Meet with a member of management to learn about the most common problems and conflicts they must address, how they handle them, and what they learned from the experience.  Write a brief summary of your reaction to the meeting, and evaluate your manager on his or her conflict resolution skills.  Do you think he or she handles conflict appropriately?  What did you learn from this meeting?
6. MOTIVATION:  What does your company do to motivate employees?  Are their methods of motivation effective?  What suggestions do you have to motivate hospitality service employees?

7. COMMUNICATION:  Evaluate the inter-departmental and intra-departmental communication at your property.  Include your observations of how communication takes place, as well as any conversations/interviews with different department heads/employees concerning communication.  Does your property communicate effectively to and with employees and departments?  What suggestions do you have to improve communication?

8. FORECASTING AND SCHEDULING:  Meet with your manager to determine how he or she forecasts demand.  What systems are in place, how are figures derived?  How does your manager use his or her forecasts to staff the property?  Attach a copy of a schedule and any other supplemental information you deem appropriate. 

9. HIRING:  Submit a copy of any hiring or interview forms (obtain permission).  Discuss with your manager how he or she goes about selecting and hiring someone.  Discuss turnover with your manager.  Evaluate the hiring and selection process as it relates to turnover in the organization.  Do you have any suggestions for improvement?

PART IV – SEGMENT SPECIFIC ASSIGNMENTS

For this section of your report, choose the segment of hospitality you are working in.  There will be assignments listed for Hotels, Food & Beverage, Clubs and Event Planning/Convention Mgmt.  

For Students Working In A Hotel or Lodging Operation (answer at least four)

1.  Identify three main strengths and weaknesses of your property.  Comment on why you think the items you list as strengths are such, and what your property could do to improve the weaknesses?

2. How are complaints handled at the front office?  What procedures do front office staff members go through when faced with a complaint?  How do front office staff members encourage complaints?

3. Discuss how you would sell your property to a prospective guest.  Provide information about the property, surrounding area, rooms, features, amenities, and anything else you would like.

4. Meet with the executive housekeeper.  Discuss his or her major job functions and challenges.  What training do the room attendants receive?  What are the standards for cleaning a room?  Accompany the executive housekeeper on inspections.  What types of standards does he or she look for on these inspections?  Prepare a brief summary of your reaction to this meeting.

5. Meet with the Head of Security.  What is his or her background?  What are his or her main job responsibilities?  What are the biggest challenges and concerns of his or her role?  What training do the security personnel go through?  What types of security measures are taken to prevent an incident?  Include any other pertinent information you discover.  Attach any supplemental information such as incident reports, or other forms used.  

6. Does your property participate in a loyalty (frequent stay) program?  Submit application materials.  What are the benefits of this program?  Do you think it is advantageous for guests to join the loyalty program?  Does front office/reservations staff sell the program to guests?  Do you think this program creates true loyalty among guests?  Why or why not?  What types of things can be done at the property level to create repeat/loyal guests?  
For Students Working In A Food & Beverage Operation (Answer At Least Four Questions)
1.  How does your property conduct inventory?  What inventory control measures are in place?  Submit any forms used in inventory control.

2. Meet with your manager to discuss the menu.  You should discuss things like how often the menu is evaluated; how each menu item is evaluated to determine if it is kept or not; Submit a copy of the menu, if possible.

3. Does your property’s menu have any low-calorie, light or heart healthy entrees or dishes?  If so, what percentage of the menu are these healthy options?  Based on the establishment’s clientele, do you think this is an appropriate percentage?  What do you consider to be your restaurant’s role in providing nutritionally balanced meals for guests?  

4. Rate the establishment’s menu on a scale of 1 (terrible) – 5 (great) in each of the following categories, and include a brief explanation of your ratings.  

a. Headings

b. Descriptive Copy

c. Placement of menu design elements

d. Format (menu’s size, shape, general format, use of color)

e. Typeface(s)

f. Artwork 

g. Paper

h. Cover

5. What type of suggestive selling is used at your property?  How are servers trained in suggestive selling?  How engaged are they in suggestive selling?  In what ways does management encourage suggestive selling practices?  What suggestions do you have concerning suggestive selling at your property – is it effective?  Why or why not?  What can be improved?
6. What food safety and sanitation training does your property provide?  What types of reminder posters are present at your facility?  Is the current level of food safety training sufficient?  Do employees practice safe food handling procedures?  What is the current health department rating?  In what ways does management promote safe food handling procedures?  Do you have any suggestions for improvement?  
For Students Working in A Club Operation Setting (Answer At Least Four Questions)

1.  Set up a meeting with your manager to discuss what it is like to be a club manager.  Discuss the nature and appeal of private clubs.  Ask him or her to summarize his or her duties as a club manager.  Discuss what it is like to work with a club’s board, committees, professionals, and department managers.

2. Discuss service at your club.  What are the expectations of your guests?  What types of things are service providers trained to do to accommodate guests?  How much authority do front-line employees have to solve guests’ problems or complaints?  Compare and contract service at a club with service at a hotel or restaurant.  

3. What methods does your club use to identify members’ needs and expectations?  Does the club do an effective job of identifying new or changing needs and expectations in the membership population?  What are some additional things club management could do to increases knowledge about guests?  Discuss why it is important that club management know what the needs and expectations of the guests are?
4. Meet with the club marketing director.  Discuss the role marketing plays at the club; the overall marketing strategy the club is currently pursuing; who is involved in developing the marketing strategies; the club’s promotional mix; who is responsible for the club’s newsletter, and how it is used to market the club.  

5. Discuss how the club arrives at prices for its services and products; and any marketing research conducted by the club.  Prepare a brief summary of your discussion, highlighting the above areas, and noting anything you thought was especially interesting or was new information to you.
6. Meet with the human resources manager at your club.  Prepare a brief report summarizing your discussion.  As questions related to the job of the human resources manager as well as how HR is handled at the club.  Questions should include, but are not limited to, the following:

a. How the club recruits, selects and orients new staff members

b. How the club trains staff members

c. How the club conducts employee performance appraisals

d. How the club disciplines employees

e. Discuss if you went through the type of recruitment process, orientation, training, etc. that the HR manager described.  
7.  Meet with the Food and Beverage Manager and discuss the role F&B plays at the club.  Discuss the differences in planning food and beverage for a normal meal period versus planning for a special event function.  What types of considerations are made for designing menus for regular meals and special functions?  Discuss some of the trends in club dining.  What are some ways the F&B department identifies guest needs and works to meet those needs?

For Students Working in Event Planning or Convention Management Settings
(Answer At Least Four Questions)

1.  List and describe three events you helped plan, or helped set-up at your property.  Describe the event, who was the group, what was the theme, what types of rooms/room set-ups were used, what was your role, what did you learn from each event?
2. How does your firm choose catering companies?  Are there certain companies that are always used?  How were they selected, and how is one of these caterers chosen for a function?

3. Menus.  Complete questions (a) if you are working in an event planning form.  Complete question (b) if you are working for a hotel, convention center, or a conference center. 

a. How does your firm choose menus for an event?  Discuss the process.  Is it effective?  Do you have any suggestions for improvement?  Participate in a tasting.  What was your experience like, what did you learn?  Attach a sample of a menu from one of the events you participated in.

b. Attach the menus your property uses.  How do you assist an event planner in choosing a menu for his or her event?  Do you have any suggestions for improving this process?  Participate in a tasting.  What was your experience like, what did you learn?

4. What special precautions or measures are taken when alcohol is involved in a function?

5. Complete question (a) if you are working in an event planning firm.  Complete question (b) if you are working for a hotel, a convention center, or a conference center.  
a. What promotional materials are used to increase attendance at your events?  Attach any promotional materials, or copies of promotional materials.

b. What things does your property do to assist the event planner in preparing promotional materials?  Does your property assist in getting volunteers for group registration?  Does your property help in preparing packets, folders, or other materials for the event planner?  What types of “extras” are provided to assist an event planner, and make his or her event easier to manage?

6. Meet with your supervisor to discuss the process for budgeting an event.  How is revenue and expenses forecasted?  What is the budgeting process?  Is any software used to assist in the budgeting process?  How is the budget approved?  What happens if the budget is exceeded?  Learn as much as you can about budgeting and discuss any pertinent information you learn.  Attach, with permission, any supplemental budgeting materials.  
RHM 468 Work Experience Grade Sheet for Packet A

Name of Student:____________________ Place of Internship:___________________

	Due Date
	Assignments
	Points
	Points Received

	1st Week:  Turn in to Instructor or Fax:

 205-348-2982

Put a copy in your report
	Student/Facility Contract and Submit 3-5 Goals To Instructor
	20
	

	Week 6:  Turn in to Instructor or Fax:

205-348-2982

Put a copy in report
	Mid-Term Evaluation and Submit          Mid-Evaluation of Goals Report to Instructor
	20
	

	Weeks 1-16:  Answer throughout semester and put in your final portfolio 
	Work Experience Manual
	
	

	Put in report 
	Title Page


	05
	

	Put in report 
	Table of Contents


	05
	

	Put in report
	A. Goals Section  


	10
	

	Put in report
	B. Position Info   


	10
	

	Put in report
	C. Overall Work Exp.   


	10
	

	Put in report
	D. Operation Assignments


	10
	

	Put in report
	F. Supervisory Skills 


	20
	

	Put in report
	G. Segment Specific Assignments 


	20
	

	Put in report
	Paycheck Stubs totaled up 


	10
	

	Put in report
	Final Evaluation 


	20
	

	Put in report
	RHM 468 History Form


	10
	

	Oral Presentation:

Friday of Dead Week
	Business Attire and Presented Info


	30
	

	Final Portfolio Due:

Friday of Dead Week  
	Final Points 
	200
	


All reports not turned in by Friday of Dead Week will result in a letter grade reduction.

Mail if out of town to:  Instructor’s Name 

Doster Hall 206 

729 Colonial Drive, Tuscaloosa, AL  35487
