Restaurant, Hotel and 
Meetings Management
RHM 468

Work Practicum in Hospitality

Work Experience Manual

Packet B
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 info 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.  

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

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

a. Identify at least three new 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 make these changes.  

Part II – Advertising
(For this section, complete at least four of the following assignments.) 
1. What areas, products, and services in the organization are currently being marketed to clients?  Describe how?

2. How does the operation market its services to potential clientele?  What is the target market?  Describe the clients in each target market.  (i.e. age group, gender, culture, background, etc.)

3. Does the operation advertise?  Describe where it advertises?  Attach a newspaper or magazine ad, etc. if possible.  Critique the ad.  Make the necessary changes to improve the focus.  What proportion of business development expenditures & incentives is directed to the retention of existing customers? 

4. What are the operations key advertising themes?  Describe them.

5. Are special promotions or themed events planned?  If so, give two examples.  How often are they conducted?  Which was most successful?  Which was least successful?  Write plans or changes that can be implemented to make it successful.

6. How does the local competition advertise their products and services?  Give examples.  Does it affect your operation?

Part III – Customer Service 

(For this section, complete at least four of the following assignments.) 
1. Define customer service.  Identify characteristics of good customer service?

2. What were the sequences of service procedures that you had to follow?  Were they written or told to you verbally?  Describe in detail and attach a copy of the procedures if possible.

3. What is the organization's definition of “quality service”?  Do you agree with it?  If no, explain why and how you would change it to better reflect what quality service actually is.

4. Are customer satisfaction data gathered in an objective, consistent, & periodic fashion?  (Attach examples)  Discuss the procedures of discovering guest satisfaction?  (Ex.  Do you ask verbally, comment cards, etc.)

5. How are guest complaints handled?  Give an example.  Write a written response to the complaint.  Who handles the complaints?  What are the most common types of complaints?

6. Give an example of a good customer service encounter you experienced at your operation.

7. Give an example of a bad customer service encounter you experienced at your operation.  What would you do differently?  Why do you think this happened?  Did the customer complain about it?  If yes, how did the customer, manager, and employee handle the problem?

8. Are employees rewarded for providing good customer service?  How are they identified?  What type of rewards are used?  (i.e. money, bonus, gift certificate, etc._

9. Are employees trained on proper customer service?  Who does it?  How often?  Give examples of training tools used & maintained.

10. How are guest made aware of the value & quality of the organization’s products & services?

Part IV - Internal Customers
(For this section, complete at least four of the following assignments.) 
1. Give the definition of an internal customer.

2. How does the organization measure employee satisfaction?  Describe the tools & methods used.  Are criteria and methods geared to what customers and managers believe are important?

3. Is employee satisfaction measured with sufficient frequency & consistency to establish trends for management use?

4. Are employees satisfied with the technological & personal support they receive on the job?  If yes, describe some of the technological & personal support available.  If no, explain what type of technological & personal support that employees desire and would most likely benefit from and why.

5. Identify the internal customers that you come in contact with while doing your job?  Do they meet your needs as a customer?  If no, why?  If yes, describe what they do to meet your need as an internal customer.

6. Evaluate a minimum of five employees on their service received for internal customers.  Rate as:  below average, average, above average, or outstanding.  (Can be answered in a chart or table format.)  Comment on the criteria you used to determine the level of service received for each internal customer.

RHM 468 Work Experience Grade Sheet for Packet B

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 Experience

	10
	

	Put in report
	D. Advertising

	20
	

	Put in report
	E.  Customer Service


	20
	

	Put in report
	F.  Internal Customer

	20
	

	Put in report
	Paycheck Stubs totaled up 


	05
	

	Put in report
	Final Evaluation 


	20
	

	Put in report
	RHM 468 History Form


	05
	

	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
