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Introduction
This course is developed within the project “Collaborative Virtual Environment with a New
Methodology for the Improvement of 3 Actors’ Competences During the Process of the WorkBased Training Model” (PADWAN GENERATION) with the support of the Erasmus+ Programme of
the European Union.
The PADAWAN project aims to design collaborative and transnational online platform that involves
stakeholders, hospitality business, VET providers, public authorities and apprentices from four
countries, for the provision of training, employment opportunities, and services aimed at ensuring
the success of any work-based learning process in the hospitality sector and where the learner, as
an apprentice, is the key proactive element.
The transversal training module “Soft key-competences in hospitality sector” is designed to
develop apprentices’ transversal competences. The overall objective of the course is to improve
their employability by improving their adaptation to the new job, to let the learner understand
how he/she can perform on-the-job-learning in a company setting, parallel to business procedures,
and to be proactive in his/her training pathway.
The contents of the course were elaborated in cooperation by experts and researchers from the
project partner organizations:
 Formacion Y AsesoresEnSeleccion Y Empleo - FASE (Spain),
 CamaraOficial De Comercio E Industria De Zaragoza (Spain),
 Confartigianato Vicenza (Italy),
 Pia Società San Gaetano (Italy),
 Culinary Arts & Hospitality Association - CAHA (Bulgaria) and
 Kiezkuechen GmbH (Germany).
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TRAINING COURSE STRUCTURE
This training module is designed to develop apprentice’s transversal competences, particularly in
terms of:
 Have the ability to make decisions in an agile, informed and sensible way
 Have good communication skills, both oral and written
 Know how to adapt to the circumstances and not fear the new challenges
 Know how to work in a team, in an open, transparent and constructive way,
 Know how to comply with the orders of your superiors at work
The training module could be provided both through:
 online

training

accessible through the online portal http://www.padawanproject.eu/?id=easpwhere a specific space in the developed virtual environment European
Apprenticeship School PADAWAN (EASP) is dedicated to the delivery of the training module
online in a self-learning modality;

 presence training guided by a lecturer or tutor OR blended learning where the e-learning is
combined with traditional classroom methods and independent study thus applying
a hybrid teaching methodology.
In the online tool (EASP) a multiple choice test shall be used to assess the trainees’ level of
knowledge regarding key issues, definitions and concepts related to the training contents at the
end of each topic. The registered users of the platform who have successfully passed all the tests of
each topic will be awarded with a certificate for accomplishment of the transversal training module
“Soft key-competences in hospitality sector”.
The six selected competences are developed in 6 topics within the frame of the training module. In
addition to the training content herein, the online tool provides further exercises and self-testing
opportunities.
The course is developed in 6 topics that answer the respective transversal competences as follows:
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CURRICULUM
Topic
code
1

2

3

4

5

6

Topics (Competences)

Hours (Academic)

Responsible partner

Efficiency and Management of Time 8
Pia Società San Gaetano
Work efficiently
ESCO Definition: Achieve objectives using minimum
amount of time, effort, or cost.
Manage time
ESCO Definition: Pan the time sequence of events,
programmes and activities, as well as the work with
others.
Creativity and Problem Solving
8
Kiezkuchen
Think creatively
ESCO Definition: Generate new ideas or combine existing
ones to develop innovative, novel solutions.
Develop strategy to solve problems
ESCO Definition: Develop specific goals and plans to
priorities, organize, and accomplish work.
Interpersonal Communication and
8
FASE
Empathy
Demonstrate consideration
ESCO Definition: Act in an understanding and supportive
manner that is sensitive to others’ needs and feelings.
Follow ethical code of conduct
ESCO Definition: Carry out workplace activities according to
accepted principles of right and wrong, including fairness,
transparency and impartiality in work practices and
conduct towards other people.
Negotiate compromise
ESCO Definition: Communicate with others with the
intention of reaching a common understanding or to
resolve a point of difference, without losing sight of one’s
own or others’ intentions or goals.
Chamber of Commerce of
Leadership and Teamwork
8
Zaragoza
Lead others
ESCO Definition: Guide and direct others towards a
common goal, often in a group or team.
Work in teams
ESCO Definition: Work confidently within a group with each
doing their part in the service of the whole.
Stress Management
8
CAHA
Cope with pressure
ESCO Definition: Handle challenges, disruption and change
and recover from setbacks and adversity.
Digital Competences
8
Confartigianato Vicenza
Digital Competences
ESCO Definition: Ability to use information and
communication technologies effectively to achieve work
objectives. Use for general ICT skills needed for practical,
real-life applications across different occupations and
educational fields.
Self-Evaluation and Testing for the
Course (provided by the online tool 2
EASP)
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Topic Title
Efficiency and Management of
Time

Topic Code

Responsible partner
Pia Società San Gaetano

1

Learning and Teaching Delivery Methods
Training hours

8
Module Type
Theoretical and practical

of which:

Readings

Learning activities /
on-line activities,
projects, video case
studies, etc./
3

5
Pre-requisites
Being an apprentice in the hospitality
sector

Topic Annotation
The base for being efficient in the world of work is represented by the ability to manage time and
organize one’s tasks, in order to get the best results in the most valuable way. For this reason, this topic
is aimed at helping trainees to develop skills related to the efficiency of work, as well as at improving
their autonomy in accomplishing the assigned tasks. They will also learn techniques and strategies to
deal with problems and manage time.
Learning Objectives
Development of soft key-competences (problem solving, team work, communication organization,
decision making, flexibility, multitasking, safety, analytical skills) concerning efficiency and management
of time in the hospitality field.
Learning Outcomes
Upon completion of the topic, the trainee should be able to:
o know how to manage time and organize her/his tasks in the most efficient way
o improve her/his productivity and efficiency when at the workplace
Assessment Methods
Assignments
Direct Assessment Methods
o Activity for the readers: organizing a catering for a wedo Multiple choice test at the end of
ding (planning, coordinating and managing time)
the topic
o Activity for the readers: managing hotel reservations in
case of possible emergencies or other critical situations
Indicative Content of the Topic
Reading activities:
I.
1.1
Lesson 1: Time management
theory
1 hour
I
Reading about time management strategies and how to prioritize
1.2
Lesson 2: Time management and efficiency in the hospitality
organization
Time management in the Restaurant: Kitchen, Warehouse
theory
2 hours
(Purchase and Storage), Preparation of meals, Restaurant Service.
Time management in the Hotel
1.3
Lesson 3: Time management techniques
theory
2 hours
Reading about the 5 S methodology, the Eisenhower Matrix
II.
Independent learning activities
Recommended readings on time management
1.5 hours
III.
Self-evaluation activities and techniques:
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Activities
Multiple choice test

Selfevaluation
activities

1.5 hours

Resources
o On-line teaching environment
o Laptop
o Internet Access
o Video-recorder (camera or smartphone)
Recommended Reading
•
•
•
•

•
•
•
•
•
•
•

Rao Prakash V. (2015), Time Management for New Employees, Impact Publishing
Weaver Tracey, (2014), Do it now!, Efficient time management and productivity, Time management and
productivity press
Covey Stephan (2015), First Things First, Mango Media
Fry Ron (1997), Get Organized, Open road integrated media
Srikumar M.R., Arun K.(2017), Implementation of time management: Challenges encountered by employees in hotel industry, Research Gate
Massaki Imai: Gemba Kaizen: A Commonsense Approach to a Continuous Improvement Strategy
Ninemeier - Heyes: Restaurant Operations Management: Principles And Practices
https://ec.europa.eu/food/
http://www.efsa.europa.eu/
https://www.eufic.org/en/food-safety/
http://www.piergiorgiomosconi.it/wp-content/uploads/2015/03/T16-Dal-Cameriere-al-RestaurantManager.pdf
Pırnar, Ige. (2014). Specifications For Effective Hotel Managers : View Of Izmir Hotels’ Managers. Journal of
Yasar University, http://journal.yasar.edu.tr/wp-content/uploads/2014/01/Vol9_No33_1_%C4%B0.Pirnar.pdf. 9. 5583-5596. 10.19168/jyu.08588
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Topic Title
Creativity and Problem-Solving

Topic Code
2

Responsible partner
Kiezkuchen

Learning and Teaching Delivery Methods
Training hours
8
Module Type
Theoretical and practical

of which:

Readings

Training hours

2.5
5.5
Pre-requisites
Being an apprentice in the hospitality
sector

Topic Annotation
The general objective of this topic is to provide the learner with a general overview of the two soft key
competences Creativity and Problem solving. These play a crucial role in the hospitality sector,
especially when it comes to generate a perfect customer experience.
Learning Objectives





will discover why creativity and problem solving skills are so important for working successfully in the
hospitality industry
can identify problems and develop their own solutions
further develop their problem-solving skills using examples and concrete exercises from the hospitality
industry
will find that creativity is not an innate competence, but can be learned and developed
use methodical approaches to develop their own creativity



set clear goals and achieve them by defining a problem or goal and selecting suitable solution steps




Learning Outcomes
 Identify problems and develop (systematic) solutions for everyday situations at the workplace
 Use methodical approaches to develop own creativity and problems solving skills
Assessment Methods
Assignments ( Please list and describe in detail all the
Direct Assessment Methods
activities to be included here)
o Multiple choice test at the end of
Case study
1 exercise to practice systematic problem solving
the topic
1 exercise to use method of brainstorming
1 exercise to use method of mindmapping
1 exercise to use method of SCAMPER
1 exercise to use method of participatory observation
 the assignments can be adjusted by the apprentice according to the field they work in
Indicative Content of the Topic
Reading activities:
I.
2.1

2.2

2.3

Lesson 1: Creativity
1. What is creativity?
2. Criteria for creative action
3. A model of creative phases
4. How can you improve your creative competences?
Lesson 2: Problem solving
1. What are problem solving areas for apprentices?
2. A systematic approach for problem solving
Lesson 3: Selection of methods

theory

2 hours

theory

1,5 hours

theory

2 hours
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II.
III.

1. Brainstorming
2. Mindmapping
3. The SCAMPER-Method
4. Participatory observation
Independent learning activities
Recommended readings on creativity and problem solving
Self-evaluation activities and techniques
Activities
Multiple choice test

2 hours
0,5 hour

Resources
o On-line teaching environment
o Laptop
o Internet Access
Recommended Reading
•
•
•
•
•
•
•
•
•

•

Krause, Jim (2006): Index, basic, design, REDLINE GmbH
Erlhoff, Michael/ Marshall, Tim (Hg.) (2007): Wörterbuch Design. Begriffliche Perspektiven des Design,
Birkhauser
Kretschmar-Joehnk, Corinna/ JoehnkPeter (2013): 101 Hotel Lobbies, Bars & Restaurants, Braun
Publishing
Costi, Melina/Griffiths, Chris (2019): The Creative Thinking Handbook, Kogan Page
H. Scott Fogler / Steven E. LeBlanc / Benjamin Rizzo Fogler / Leblanc / Rizzo (2013): Strategies for Creative
Problem Solving, Prentice Hall
Pont, Lyn (2014): Hospitality Management: People Skills and Manners on and off the Job, iUniverse
https://famab.de/blog/kreativitaet-ist-ein-prozess/
https://karrierebibel.de/brainstorming/
https://www.lernen-heute.de/mindmapping_gesetze.html
https://opentextbc.ca/workinginfoodserviceindustry/chapter/effective-problem-solving-and-decisionmaking/
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Topic Title
Interpersonal Communication and
Empathy

Topic Code

Responsible partner

3

FASE SL

Learning and Teaching Delivery Methods
Training hours

of which:

8
Module Type
Theoretical and practical

Readings

Learning
activities / online activities,
projects, video
case studies ,
etc./
2

6
Pre-requisites
Being an apprentice in the hospitality
sector

Topic Annotation
To enable students/apprentices to have the necessary skills to achieve correct communication in
their workplace. They will also be taught on the importance of oral and gestural communication in
their professional life. Through a good use of these communication skills, the student/learner will be
able to carry out his/her work knowing at all times how to communicate effectively and with
empathy.
Learning Objectives
Provide communication skills to the student / apprentice to achieve greater understanding and
better communication:
 with the chef of the establishment
 with his/her co-workers.
 with the clients of the establishment
Learning Outcomes
Upon completion of the topic, the trainee should be able to:
o Improve communication skills in their workplace;
o Know and improve their gestural communication and the importance of controlling it
o Be able to apply empathic techniques when communicating with the client and their coworkers.
Assessment Methods
Assignments ( Please list and describe in detail all the
Direct Assessment Methods
activities to be included here)
o Case Studies
o Multiple choice test at the end of
o Role plays
the topic
o Tests for self-evaluation
Indicative Content of the Topic
Reading activities:
I.
3.1
Lesson 1: The communication process
o Types of communication
o Barriers to effective communication
o Rules for an effective communication

theory

1,5 hour
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Lesson 2: Oral expression
o Importance of Oral expression
o Classification of oral communication
o Vocabulary and its use
Lesson 3: How to overcome the fear of public speaking
o Prepare the presentation
o Controlling nerves
o Facial expression, proximity
Lesson4: How to communicate with the customer
o Facilitating messages
o Empathy
o Assertiveness
Independent learning activities
Recommended readings on Communication
Self-evaluation activities and techniques:
Activities
Multiple choice test

3.2

3.3

3.4

II.
III.

theory
1 hour
theory
1,5 hours
theory
2 hours

1,5 hours
0,5 hours

Resources
o On-line teaching environment
o Laptop
o Internet Access
Recommended Reading







Richard West, Lynn H. Turner, Interpersonal Communication (2018), CA: SAGE
Richard Ellis, Communication Skills. Stepladders to success for the professional (2009), Bristol: Intellect Books
Perry MacIntosh, Richard Luecke, Jeffery H. Davis, Interpersonal Communication Skills in the workplace (2008),
American Management Association
Ellen Kahaner, Great Communication Skills (2008), NY: The Rosen Publishing Book.
Charles Conrad, Marshall Scott Poole, Strategic Organizational Communication in a Global Economy (2012), West
Sussex: Wiley-Blackwell Publishing.
P. Cenere, R. Gill, C. Lawson, M. Lewis, Communication Skills for Business Professionals (2015), Cambridge: Cambridge University Press
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Topic Title
Leadership and Teamwork

Topic Code
4

Responsible partner
Chamber of Commerce of Zaragoza

Learning and Teaching Delivery Methods
Training hours

of which:

8
Module Type
Theoretical and practical

Readings

Learning activities
/ on-line activities,
projects, video
case studies , etc./
2

6
Pre-requisites
Being an apprentice in the hospitality
sector

Topic Annotation
Leadership is the ability to take the initiative, manage, call, promote, encourage, motivate and assess a
group or team of people belonging to the organization to voluntarily commit themselves to achieving
its objectives.
The general objective of this learning module is providing the trainee the necessary knowledge and
techniques to develop these related soft key competences adapted to the hospitality sector, and
become successful professionals in their sector.
Learning Objectives


Help students to be aware of the importance of managerial skills in the hospitality sector to
achieve professional success.
 Increase the efficiency and productivity of the people who participate in the module as well as
their teams' and their organizations.
 Create the culture of excellence in the leading role, so that they foster the growth of the people
they lead, and improve their management and their teams'.
 Train leaders who promote the application of the strategies defined in the hospitality organizations in which they work, understanding that leadership begins with oneself.
Learning Outcomes
Upon completion of the topic, the trainees should be able to:
o Identify in themselves leadership and teamwork skills and know different tools to improve
them.
o Understand what teamwork implies and what its benefits are.
o Be able to work efficiently with different type of people by developing the ability to identify the
different existing roles within a team to use the best capabilities of each person.
o Contribute to the development of group identity by sharing relevant information, group
achievements, experiences and successes.
Assessment Methods
Assignments
Direct Assessment Methods
 Self-evaluation test
o Multiple choice test at the end of
the topic
Indicative Content of the Topic
Reading activities:
I.
4.1
Lesson 1: The leadership competences
o Competence definition
o Boss vs. Leader
o Leadership weapons

theory

3 hours
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4.2

II.

III.

o Leading a work team
Lesson 2: Organization and management of the team
o Teamwork
o Teamwork roles
o Motivate to get the action
o Encourage cohesion, collaboration and cooperation
o The art of negotiation
Independent learning activities
Additional readings
o Additional reading 1:
https://www.esadeknowledge.com/view/what-kind-ofleader-are-youa-216280
o Additional reading 2:
https://www.esadeknowledge.com/view/businessstrategy-the-risks-of-focusing-only-on-short-term-gains216400
o Additional reading 3:
http://www.esadeknowledge.com/view/7misconceptions-about-leadership-209120
Self-evaluation activities and techniques:

theory

3 hours

1,5 hours

0,5 hour

Resources
o On-line teaching environment
o Laptop
o Internet Access
Recommended Reading
In English:
 Essays, UK. (November 2018). Teamwork In Hospitality Industry. Retrieved from
https://www.ukessays.com/essays/commerce/teamwork-in-hospitality-industry-commerce-essay.php?vref=1
 Kanani, R. A wealth of insight.
 Kusluvan, S. (2003). Managing employee attitudes and behaviors in the tourism and hospitality industry. Hauppauge, N.Y: Nova Science Publishers, Inc.
 Larkin, E. (2009). How to run a great hotel. Oxford: How To Books.
 Mullins, L. (2013). Hospitality management and organisationalbehaviour. Harlow: Longman.
 Michelli, J. (2008). The new gold standard. New York, NY: McGraw-Hill Professional.
 Sinek, S. (2011). Start with why:How Great Leaders Inspire Everyone To Take Action London: Portfolio
Penguin.
 Venison, P. (2005). 100 tips for hoteliers. New York: iUniverse.
In Spanish:
 AlarcónDomene, R. (2005). Técnico auxiliar de hostelería de la Universidad de Granada. Alcalá de Guadaira (Sevilla):
MAD.
 Gas García, B. (2019). Delegar en tu restaurante, una tarea difícil pero no imposible| Barra de Ideas. Retrieved 12
September 2019, from https://barradeideas.com/delegar-en-tu-restaurante/
 Jorge Acosta, A., FernándezPérez, N., &MollónMatías, M. (2008). Recursos humanos en empre-

sas de turismo y hostelerı ́a. Madrid: Prentice Hall.
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Topic Title
Stress Management

Topic Code
5

Responsible partner
CAHA

Learning and Teaching Delivery Methods
Training hours

8
Topic Type
Theoretical and practical

of which:

Readings

Learning activities
/ on-line activities,
projects, video
case studies , etc./
1

7
Pre-requisites
Being an apprentice in the hospitality
sector

Topic Annotation
The topic addresses various issues in stress prevention and stress management within the context of
the hospitality industry. It elaborates on the nature, manifestation and types of stress and its
consequences. It also examines the methods which exist to combat and utilize stress in an effective
way. The suggested video resources give insight into stress management exercises and techniques that
could be practiced either individually or in a group setting. The relationships between stress and work
performance as well as personal well-being are also discussed. A special focus is put on achieving a long
term work/life balance as a key factor towards successful stress management.
Learning Objectives



Understanding the causes and impacts of the work-related stress in the hospitality industry
Analyzing the distinction between various stress triggers, their origin and manifestation according to the different employee’s personalities
 Discussing methods and techniques of coping with stress
 Understanding the spillover effect of the employee’s emotional status on the customer satisfaction and the service quality
 Recognizing early burnout symptoms in oneself or fellow coworkers and ways to prevent it
 In depth analysis of the main groups of stressors stemming from: 1) the external environment;
2) personality; 3) job position; 4) relationships at work; 5) social and family issues
 Analysis of the stress as a process - how it arises, manifests, controls and transforms;
 Acquiring skills to design strategies for managing and reducing stress;
 Suggesting managerial approaches towards creating stress free work environment
Learning Outcomes
Upon completion of the topic, the trainees should be able to:
o Elaborate on the nature of stress, its causes, signs and impact on the personal and organizational level
o Identify stress and burnout sources and symptoms in oneself or fellow coworkers and acts to
prevent them
o Successfully counteract stress applying appropriate stress-management tools and techniques
o Suggest managerial approaches towards creating stress free work environment
Assessment Methods
Assignments
Direct Assessment Methods
o Multiple choice test at the end of
o Self-assessment tests
the topic
Indicative Content of the Topic
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I.
5.1

5.2

5.3

5.4

II.

Reading activities:
Lesson 1: Stress: basic definitions, causes and impact
o Definitions for stress and “work stress”
o The impact of stress
o Stress response
o Signs and symptoms of stress
o Stress models
o Work stress
Lesson 2: Workplace stress in the hospitality sector
o Specificity of the hospitality and tourism industry and factors
that affect employee’s stress level
o Potential sources of stress
o Job demands/ work stressor and job control/ work resources
o Impacts of stress on the service interactions ( “spill-over effect”)
Lesson 3: Burnout syndrome
o What is burnout?
o Burnout sings and dimensions
o Coping with burnout
o Achieving and maintaining optimal work/life balance
Lesson 4: How to cope with stress
o The importance of stress reduction
o Stress management approaches, strategies and techniques
o Stress management within the hospitality organization
o Development of stress management plan
Independent learning activities
o Harvard
relaxation
response:

theory

1 hour

theory

2 hours

theory

2 hours

theory

2 hours

Learning
activities
(video
materials)

1 hour

https://www.youtube.com/watch?v=28lARV5zYXA

III.

o Exercise to Relieve Stress & Increase Happy Hormones –
https://www.youtube.com/watch?v=jaq4iZYBfXY
o Changing
an
unhealthy
work
environment
https://www.youtube.com/watch?v=eYLb7WUtYt8
o 5 tips for attaining work-life balance in hospitality:
https://www.hosco.com/en/advice/video/5-tips-forattaining-work-life-balance-in-hospitality
Self-evaluation activities and techniques
Self-assessment tests /questionnaires/ shall be used to assess the
stress level and the causes of stress of the trainees.

Resources
o On-line teaching environment
o Laptop
o Internet Access
Recommended Reading





Chiang F., Birtch T., Kwan H.K. (2010), The moderating roles of job control and work-life balance practices on employee stress in the hotel and catering industry, International Journal of Hospitality Management V.29
Hofmann V., Stokburger-Sauer N. (2017), The impact of emotional labor on employees’ work-life balance perception
and commitment: A study in the hospitality industry, International Journal of Hospitality Management V. 65
Hona, A.∗, Chana W., Lu L. (2013), Overcoming work-related stress and promoting employee creativity in hotel industry: The role of task feedback from supervisor, International Journal of Hospitality Management V. 33
Jung H., Yoon H. (2013), Is the individual or the organization the cause of hotel employees’ stress? A longitudinal
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study on differences in role stress between subjects, International Journal of Hospitality Management V. 33
Karaa D., Uysalb M. Sirgyc M.J, Leed G.(2013),The effects of leadership style on employee well-being in hospitality,
International Journal of Hospitality Management, V. 34
Karkoulian S., Srour J, Sinan T. (2016), A gender perspective on work-life balance, perceived stress, and locus of control, Journal of Business Research, V.69
Kottler J.A, Chen D. D. (2011), Stress Management and Prevention, Routledge
Law J., Pearce P.L., Woods B. (1995), Stress and coping in tourist attraction employees, Tourism Management , Vol.
16
McNamara M.,*, Bohle P., Quinlan M. (2011) , Precarious employment, working hours, work-life conflict and health
in hotel work, Applied Ergonomics
Mohamed L.M. (2015), An exploratory study on the perceived work stress by individual characteristics: The case of
Egyptian hotels, Journal of Hospitality and Tourism Management 25
O’Neill J.W., Davisb K. (2011), Work stress and well-being in the hotel industry, International Journal of Hospitality
Management V. 30
Palmer S., Cooper C. (2013), How to deal with stress, Kogan Page Ltd
Quick, J. C., Wright, T. A., Adkins, J. A., Nelson, D. L., & Quick, J. D. (2013). Preventive stress management in organizations (2nd ed.). Washington, DC, US: American Psychological Association.
Seaward B.L. (2018), Managing stress, Principles and Strategies for Health and Well being, Jones&Barlett Learning
Shena H., Huang C (2012), Domestic migrant workers in China’s hotel industry: An exploratory study of their life satisfaction and job burnout, International Journal of Hospitality Management, V.31
Selye H. (1983), The Stress Concept: Past, Present and Future,
Tsaur S., Tang Y. (2012), Job stress and well-being of female employees in hospitality: The role of regulatory leisure
coping styles, International Journal of Hospitality Management V. 31
Zhaoa X., Mattilab A. (2013), Examining the spillover effect of frontline employees’ work–family conflict on their affective work attitudes and customer satisfaction, International Journal of Hospitality Management V. 33
The Different Kinds of Stress – American Psychological Association
Stress Management: Enhance your well-being by reducing stress and building resilience – Harvard Medical School
Special Health Report
https://www.stress.org/stress-effects/
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Topic Title
Digital Competences

Topic Code
6

Responsible partner
Confartigianato Imprese Vicenza

Learning and Teaching Delivery Methods
Training hours

of which:

8
Topic Type
Theoretical and practical

Readings

Learning activities
/ on-line activities,
projects, video
case studies , etc./
3

5
Pre-requisites
Being an apprentice in the hospitality
sector

Topic Annotation
This didactic unit aims to give a general information on computer security and sensitive data
management. (anti-malware, privacy, data backup) as well as on the safe use of digital tools (e.g. net
etiquette and cyber bullying, etc.) and on the compliance to the GDPR.
Learning Objectives
This teaching unit is focused on the new digital technologies and their impact and application on the
Hospitality sector. It also discusses issues such as cyber security and the management of sensitive data
(anti-malware, privacy, data backup), as well as the safe use of digital tools (e.g. netiquette and cyber
bullying, etc.) and the GDPR compliance.
Learning Outcomes
Upon completion of the topic, the trainee should be able to:
 Use online tools safely and prevent that a misuse of the give tools can make the company vulnerable to attacks.
 The trainee will be more aware of his/her own digital identity, and of the correct behaviors to
ensure his/her own safety and that of the image of the company he/she works for.
Assessment Methods
Assignments
Direct Assessment Methods
o Case studies: read up or watch an account (e.g. on TED talks) on
o Multiple choice test at the end
the issues of cybercrimes and cyber bullying.
of the topic
o Active research: find out what information is openly available
about the student.
o Reading up on GDPR.

Indicative Content of the Topic
Reading activities:
I.
6.1
Lesson 1: Digitalization of the hospitality sector
6.2
Lesson 2: Prevention of threats
6.3
Lesson 3: Netiquette and Cyber harassement
II.
Independent learning activities
Recommended readings on Digital Competences
III.
Self-evaluation activities and techniques:
Resources
o On-line teaching environment
o Laptop
o Internet Access
o Video-recorder (camera or smartphone)

theory
theory
theory

2 hours
1,5 hours
1,5 hours
2,5 hours
0,5 hours
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Recommended Reading





https://ec.europa.eu/info/law/law-topic/dataprotection/reform_it?pk_source=google_ads&pk_medium=paid&pk_campaign=gdpr2019
https://eur-lex.europa.eu/legal-content/IT/TXT/?uri=CELEX%3A32016R0679
https://youtu.be/fNPyu8GO6RI
https://www.linkedin.com/pulse/la-netiquette-il-galateo-di-internet-15-regole-per-rete-gianquinto/
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TOPIC 1 EFFICIENCY AND MANAGEMENT OF TIME

Training hours:

8

Topic
Annotation:

Being efficient at work means to have the ability to manage
time and organize one‘s tasks in order to get the best results in
the most efficient way. This unit is aimed at helping trainees to
develop skills related to the work productivity, as well as at
improving their autonomy efficiency when accomplishing the
assigned tasks via new strategies and techniques.

Learning
objectives:

Development of soft key-competences (problem solving, team
work, communication organization, decision making, flexibility,
multitasking, safety, analytical skills ) concerning efficiency and
management of time in the hospitality field.
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LESSON 1: TIME MANAGEMENT

Times management is the process of organizing and planning your time between
several activities. Good time management helps you work smarter not harder and
have done more in less time. Poor time management causes stress and loss of
resources.

Time management includes:
 Getting organized
 Being goal-orientated
 Overcoming bad time-habits (especially procrastination)
 Prioritizing tasks
 Planning in advance instead of activing as a response to a crisis
 Being in control of the situation
 Finding room for fun
 Overcoming the stress
1. Strategies for time management
What you do with your time is more important than how much time you have. By
investing your time with care and consideration, you can accomplish almost anything
you want. In fact, an old time‐management adage says that for every minute you invest
in planning, you save ten minutes in execution. Spend an hour planning your trip, and
you‘ll free up ten hours — to achieve better business results, reduce stress, and add
quality time for work and family.
The best way to achieve your goals is to prioritize them and develop an ordered plan to
reach them. A universally recognized method for maximizing productivity is called the
80/20 rule or Pareto principle. Generally speaking, only 20 percent of those things that
you spend your time doing produces 80 percent of the results that you want to achieve.
This principle applies to virtually any situation in which you have to budget your time in
order to get things done — whether at work, at home, in your relationships, and so on.
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To ensure you act on your priorities in the order that‘s most important to you, you need
to prioritize your tasks, and create a schedule. First. Start with assessing your current
performance:
1. Observe how you currently use your time (watch for habits, behaviors and skill
sets that affect positively and negatively your productivity: What do you spend
most of your day doing?
2. Assess your personal productivity trends: During which time of the day are you
most productive? Evenings/ mornings/afternoons?
3. Take a look at the interruptions you face on a regular basis? Why you have to
interrupt your work? How often?
Prioritizing starts with setting a goal, either personal or for your work. This goal should
be SMART (simple, measurable, achievable, reasonable and in a timely manner). Don‘t
set too vague or abstract goals. Try to make your goals for the future or for the day as
concrete as possible. One of the biggest waste of time for people is changing direction,
priorities, objectives and goals.
How to prioritize your daily objectives?
Start with a master list: Write down everything you need to
accomplish today. Remember to account for routine duties
that don‘t have a direct effect on your goals or company‘s
bottom line. If we missed those routines from our time plan,
we may end having a packed and stressful schedule in
which nothing runs as expected
Determine your A-list: A-activitiesare those which really
matters and if done, they will make a positive impact. Those are the activities that
must be done with a priority
Try to give each of your daily tasks a latter: B is for activities that are important
and should be done today, but not as important as the A activities. C tasksare
those which are necessary, but won‘t be a problem if you cannot accomplish them
today and postpone them for later. D is for delegate- those are the tasks that
someone else can help you with. Finally, E is for eliminate – don‘t even bother to
think about them. They are the truly wasters of you time.
General tips to improve the management of time
1. Setting objectives using the SMART model:
 Specific: the objective must be clear and concise in order to be understood in
the best way. Too vague, general or abstract objective can lead to
misunderstandings.
 Measureable: each objective should have parameters (or even metrics when
possible) to show if you have achieve it and how far are you from achieving it.
Example: If your goal is to increase the quality of your work, try to think about
ways to measure your quality, let say in terms of number of positive feedbacks,
repeated customers, or decrease in complaints.
 Achievable: The goal should be something we could actually achieve.
Unrealistic goals can discourage you to even trying.
 Relevant: Objective should be relevant to what you do and to your personal
and professional motivation. If you are not truly committed to this goal, it is
very unlikely that you will put efforts to achieve it.
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Time-based: The goal should be put into time perspective. If you don‘t put
some deadlines about achieving something, it is very likely that you will
postpone it indefinitely and never have it done.

2. Communicate: Proper communication is a key for business efficiency. Clear,
simple and understandable instructions allow information to be transmitted faster
and with optimal time management.
3. Delegate: When possible, delegate to others. Many tasks may be delegated to
someone with fewer skills and more free time and usually those tasks are urgent
but not important for the job. It is also a good idea to outsource activities which
are important, but can be done more efficiently and in a better quality by an
expert (Example: preparing menu layout is an important and urgent task, but
could be done better (and probably faster) by a graphic designer expert). Being
able to delegate is one of the most important tool of time management
4. Distinguish priorities: Assign priority to each activity (look at the steps above)
5. Monitoring results: Any techniques that you decide to apply calls for your
attention and control to make sure that you‘re proceeding in the right direction.
Try to monitor your progress and correct or change your approach when necessary.
Successful time management is often a matter of habit. This is not a talent you are born
with, but has to be learned and practice over and over at work and in home, and soon it
will become like a second nature to you. The time efficiency habits include:
Start your day early. In the mornings you have
more energy and a day that starts right is prone
to less stress and more effective outcomes
Plan for the next day: set aside time everyday to
plan your work for the day or for the next day.
Take into account your working and personal
tasks and commitment. Don‘t forget any
unusual circumstances (such as a birthday of a
friend). Look your calendar and agenda to make
sure that you have included all meetings and activities scheduled for the day
Take care of yourself: don‘t ignore your health; eat your breakfast, find time for
fudn and exercise. Have a good and restful sleep
Set aside a Downtime:
virtually doing nothing:
watching to nice music.
your allow yourself such

Don‘t try to be active all the time. Schedule time for
clearing your mind, having a quiet time, meditation or
Downtime release stress and gives room for creativity. If
time, you will enjoy your work and your life much better

Delegate whenever you can; If you can find someone else who could do the job for
you, do it. This will give you more room to focus on more important tasks
Say NO more often: Don‘t be overwhelmed with guilt when you have to turn away
someone or refuse to do something. Remember that often too many tasks mean
low quality which is neither good for you, nor for your work. Learn to say ―no‖
when needed and don‘t take too much to the point of breaking or burning out
Simplify your life: Throw away anything that burdens you instead of making your
life more enjoyable.
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LESSON 2:
TIME MANAGEMENT AND EFFICIENCY IN THE HOSPITALITY
ORGANIZATION
A) The Restaurant
The Kitchen
The kitchen of a restaurant can be a challenging environment to work in. It is warm,
noisy, physically and mentally tiring; it is therefore very demanding. A survey carried out
on several local professionals showed that, in order to be able to serve quality food in the
time required, a work organization must be clearly established. When they are well
organized, the cooks collaborate better, they work better and prepare delicious dishes on
time.
First of all, it is necessary to clearly determine the processing steps within the kitchen, in
order to organize the workflow in the right direction.
According to chef Gianluca Tomasi, a good organization of the work begins with the
purchase of raw materials and their storage.

Chef Gianluca Tomasi began to participate in gastronomic
competitions, first as assistant of the Italian National chefs‘ team,
and later as member of the Veneto Region team of chefs – of which he
became captain in 1996. In 2000 he was called again as Team Chef
and in the meantime he received many awards. He became a national
judge and earned numerous prizes both in national and international
competitions. Member of the jury of the WACS and of the
International Taste & Quality Institute in Brussels, he was awarded
the Grand Condor d'or.



At the beginning of the preparation phase, the raw materials are divided and
distributed in the various departments, so that they can be cleaned, washed and
cut.



During the cooking phase, raw materials are progressively turned into finished
products. The production cycle ends with the final distribution of food.



Finally, you wash all the equipment that has been used and store them in the
correct place.

In order to carry out this work in the best possible way, it is necessary to focus on a good
organization and to start from an initial phase of preparation for the work that has to be
done. Just think for example about what an orchestra would be if nobody cooperated
with each other or if there wasn‘t any director.
While cooking, the basic principle is a good and accurate preliminary organization;
without it, the cook would be forced – while preparing a plate – to stop continuously and
look for an ingredient or to choose the type of knife he/she needs, or for any other reason.
This would not only lead to a great waste of time, but would also cause a great deal of
confusion in a kind of environment where there are usually many people moving and
working at the same time.
Another important factor for the success of a restaurant is – as mentioned above – the
ability to manage and optimize the processing time for each product; optimizing the
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working time means to avoid waste of time. For this reason, it is necessary to remain well
focused on what we do, without being distracted in other activities that have little to do
with work, such as continuous chatting and breaks;
A good organization, in fact, is the one that will allow the cook to prepare the
dishes in the best way and as soon as possible.

To do this, it is necessary to involve different people, and that each of them collaborate
with the others; for this reason the ―kitchen brigade‖ exists. The kitchen brigade is the
whole staff working in the kitchen (qualified or not) under the direction of a chef; the chef
delegates to his subordinates (the chef de partie); they in turn delegate the work to their
helpers, who will carry out the activities organized by the chef; the managers then will
check that these activities are carried out correctly, thus maintaining the high standard
of quality.
Anyone working in the kitchen brigade is given a space where to carry out their job. This
space must always be kept clean, tidy and organized.
The term ―brigade‖ – recalls Tomasi during the interview – is borrowed from military
jargon because they are both composed of a group of people who must be organized in a
clear way. The kitchen brigade is usually more complex if the restaurant is a very big one.
Nowadays, however, the kitchen brigade is increasingly being reduced as a number of
people working in it, due to the following reasons:
the high cost of labor,
the arrival of new machines that have greatly reduced the need for employees,
the use of semi-finished products that allow to reduce the stages of preparation of
many dishes and to make them faster.
Nevertheless, the professional ability of people working in a kitchen remains one of the
main factors which determine the success or failure of a restaurant. The collaboration
between kitchen brigade and the restaurant is of a preliminary importance, according to
chef Tomasi.
The whole staff must try to carry out their tasks in the best possible way and in due time,
properly managing the time needed to prepare the dishes so they can be served without
delay to the customers.
Time passes quickly, especially during service; for this reason, the kitchen of a
restaurant must be as prepared as possible for an effective daily routine. When the
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method has been established, and the organization and preparation time set in advance,
you have to follow them, in order to maintain a high standard and meet customers‘ needs
and requests.
If you want to manage the work in the kitchen well, you need to consider several things:
the type of catering you intend to do,
staff availability,
how the restaurant business is structured (dining room, kitchen, washing, bar…).

As in any production department, there are many processes that will transform raw
materials into finished products. These processes follow a precise chronological order; for
example, a fish will be first scaled, then eventually filleted and deboned, then prepared
and finally cooked. This sequence of actions requires a precise organizational scheme for
those working in a professional kitchen.
To sum up, the successful cook or waiter is the one who constantly tries to improve both
the organization of the various activities carried out and the management and
optimization of the working time.
The Warehouse
Efficiency starts from a correct organization and management. Keeping the warehouse in
order helps to reduce waste, save time and facilitates the overall working process
Purchase:
 Define the purchasing needs, by identifying the
suppliers and managing the supplying process;
 Identify the suppliers, by knowing what kind of
products they offer;
 Know
the
type
of
administrative
documentation related to goods that is needed, as
well as the information included in them;


Define the correct quantities that the restaurant needs (consider the spare goods);



Create a schedule to manage the purchase orders for suppliers;
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Manage orders autonomously, depending on the amount of work;



Plan the supply the foodstuffs;



Compare the different kinds of suppliers that companies work with, by considering
the same economical and qualitative parameters.

Each time we buy food we have to check its quantity and quality.

Storage:
As soon as the checks have been carried out, the food must
be stored in a place suitable for this function; it is therefore
necessary to:
Work with a minimum stock, and use the ―oldest‖ products
before than the others. The so-called FIFO method (first-in,
first-out) refers to this principle: the goods that have been
purchased first are those which must be used before.
Manage product deadlines according to
features and conservation characteristics.

organoleptic

Follow concretely the whole manufacturing process of goods, evaluating if there are
defects or errors in the phases of storage and maintenance of the products.
Store fresh and frozen products properly.
It is essential to:





Identify potential situations that may represent a risk for safety, for the health or
for the workplace environment;
Promote correct behavior to prevent damages.
Monitor the temperature of refrigerators by indicating any defects;
Check the integrity of foodstuffs in stock.

To conclude, remember that every single step in the management of the warehouse is
important to keep an efficient organization of the work environment. If you make a
mistake in one step, that will impact the whole process.
The Preparation of Meals
In the restaurant every meal has to be prepared
quickly and following the recipe correctly. If you
know the cooking time and the ingredients necessary
to prepare a specific meal, you can plan in advance
and optimize the use of your time. .
The time you have to prepare a dish depends on the
type of clients and their demands. If you are dealing
with clients who just need to take a quick lunch
break (workers, employees, drivers) you have to
focus on fast preparation dishes so that you can give
the best service in the shortest time possible. In this case, it is necessary to work with
ready-made sauces, baked products, second courses with express cooking (grilled or in a
pan) or roasts that are ready at the time of service so that you can simply cut and serve
the dish in a very short time. It is however essential to respect the temperatures, in order
to ensure a good service (at least 65°C for a roast) which is also safe from the point of
view of health.
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If, on the other hand, you are dealing with gourmet clients, who
come to the restaurant to try out gastronomic experiences that
convey some emotions, the preparation of the dishes must be set
in a completely different way. A gourmet customer is in no hurry,
so you have some longer time and you can better focus on all the
emotional aspects that a dish can give. You also have the
opportunity to think about a garnishing that will complete the
dish.
When cooking, following a recipe, you should always know which are the most complex
and the most time-consuming preparations, as well as which are faster and more
immediate. The sequence of operations to be performed must be logical and thought in
advance. It is advisable to create a worksheet in order to allocate proper amount of time
to the work needed to be done.
This worksheet must include:
 The operations that have to be carried out and which may require a long cooking
time or rest time,
 The operations that require a shorter cooking time,
 Garnishing.
The Restaurant
The service in the restaurant depends on:


who the customers are and what their needs and
desires are;



how to address customers and what kind of
relationship you want to create in the service
(very accurate, correct but not too formal,
informal);



the price level of the establishment;



number and expertise of the waiters;



how much time is available for the service;



the specific requirements of the individual preparations: for example, a whole
salmon in crust, a tartar fillet or a chateaubriand, or a cake are dishes which have
certain service needs unlike the technique normally used;



number of diners and type of reception (in case a banquet is being organized);



type of cuisine



type of service (Italian, English, Russian, French, Self-service, etc.)
Activity for the readers:
You have been called for a catering service at a wedding with
200 guests. You are asked to organize the aperitif buffet, the
whole lunch and the evening buffet. How do you proceed?
What type of service do you choose? How you are going to
plan in advance and coordinate tasks among other
colleagues?
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B) The Hotel
The Hotel is a complex organization which includes various departments and needs a
good coordination and management skills to run smoothly. Usually the hotel
encompasses the following areas:
- Reception desk
- Housekeeping
- Restaurant/ Kitchen
- Additional services (SPA centers, Sport facilities, Information etc.)
The Reception (or the Front Office) is the heart of the hotel. It manages the
communication with customers and coordinates the work of other departments. It is
responsible for booking, checking in and checking out, payment, handling complaints
and special requests and others. Here efficiency and
time management plays vital role in assuring
customers‘ satisfaction.
Customers have increasingly sophisticate needs and
demands that need to be addressed in a short time.
The front office employers should be trained to deal
with urgent situations in a professional, efficient and
friendly manner.

Remember that every customer wants to feel welcomed. Some clients may be more
demanding than others, but in your work you will always have to try to demonstrate
professionalism, empathy and efficiency in managing their stay.
Imagine and discuss the following situations:
- You are in charge of the reception of a hotel and you receive an email in
English from a Japanese client. The mail is in Japanese. What will you do?
- A customer reaches the reception desk and tells you a problem with A/C in his
room. He expects the problem to be solved right away. How you will proceed?
- A group of eight people arrives at the hotel and asks to check in. You start the
process of checking-in, but meantime a couple arrives asking for check out of
their room. If all other colleagues are busy serving customers, what can you do?
These are only three possible situations which you may face at work and if not manage
properly could cause stress and poor quality of service. Despite of your work load, each
customer expects a priority for you and to be treated as the most important and in an
efficient and timely manner.
Can you give others examples form your work experience or may be that you have
witnessed as a customer in a hotel? Were you happy by the way you were treated? If not,
what would you do if you switch places with the employee that served you?
Is the customer always right?
Activity for the readers:
Imagine working in a hotel. Christmas holidays are approaching
and all rooms have already being booked. Think about possible
ways to organize your tasks and coordinate with other colleagues in
order to guarantee the highest quality of service to your guests?
What can you do if a situation goes out of control? Try to think of
possible emergencies and prepare an action plan.
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LESSON 3: TIME MANAMGENET TECHNIQUES
A) The 5 “S” methodology (Masaaki Imai, 1986)
1. Sort: Pay attention to your work station and sort the tools that you use from those
that you don‘t. This could eliminate time waste and you will be aware of the
availability of resources
2. Set in order: consider the saying: ―A place for everything and everything in its
place‖. Keeping everything in order is crucial to reduce waste of time.
3. Shine: Clean everything in time. Don‘t let dirty dishes, utensils or surfaces. A
clean environment creates an atmosphere for efficiency.
4. Standardize: Define a clear, repeating and reusable method to make the
procedures more transmissible, shareable and efficient through a constant
improvement through practice.
5. Sustain: Share/ disseminate methodologies, procedures and best practices
throughout the company and beyond.

Activity for the readers:
Think about the nature of your job.
What are your daily routines?
How can you optimize them?
Think about concrete situations that may generate stress and try to
apply the principles from the list above in order to prevent it.

B) The Eisenhower’s Matrix
This method focuses on activities that need to be carried out by classifying them as
urgent, not urgent, important, not important.
Urgent
Not Urgent
Important
Do First
Schedule

Not Important

Example:
Example:
Prepare the dish because the If you are running out of oil,
customer is waiting for it on his/ order it, so you will have it on
her table
time
Delegate
Eliminate
Example:
Advice the customers how to visit
the nearby museum. If the
customer ask about it, you should
react right away, so it is urgent,
but it is not important for your
job, so better ask someone else to
help him and try to focus on the
activities from the first row of the
table

Example:
Sorting bottles of wine by year
of production. If you consider
this
neither
urgent,
nor
important, better don‘t bother
about it at all.

29

1. URGENT AND IMPORTANT = CRITICAL: in this case the speed is a key element.
You have to act quickly to address a critical situation. If every task is urgent and
important (you are facing emergency situations too often), you are bearing too
much stress and probably don‘t manage your time well. Think about improving
your efficiency by planning and prioritizing.
2. IMPORTANT BUT NOT URGENT = QUALITY: Here are all activities that raise the
quality of your work. They need to be done, but not right away. You can schedule
and process them in a comfortable pace. The key word here is planning and
organizing. If you do it right, you will have the feeling of control over the situation.
3. NOT IMPORTANT BUT URGENT = TRICK: Those activities require immediate
response, even though they are not important for the final results Answering of a
phone call is a good example for this: when the phone is ringing, you should pick
up and reply, even for trivial matters. Try to delegate those activities to other
people. If you respond to each of them, you will waste time and divert attention
from what is really relevant.
4. NOT URGENT AND NOT IMPORTANT = WASTE: Those are activities that don‘t
contribute much to the final results and are not calling for immediate attention.
We should revise them and see what is really necessary to be done and eliminate
others/
Activity for the readers:
1. Think about a critical situation that you face in your work
experience and try to apply the method described above.
2. Think about examples in each of the four cases. If you are
working in team, try a role play game in which you are simulating a
real life situation (Example: Urgent and Important: The client is
complaining that his soup is cold…)
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Evaluation Tests of Topic 1
Test 1
Duration: 10 minutes
The test will be passed with 75% of correct answers.
Multiple choice test (mark with an X the best answer):
What is needed to be able to serve quality food in the time required?
Increase in staff
Change the menu continuously
Establish a work organization
Determine the processing steps
Why is it necessary to determine the processing stages?
To avoid unnecessary waste
For a quality menu
To avoid unnecessary waste of running a quality menu
To organize the workflow
How does a good organization begin?
From the storage of raw materials
From the purchase of raw materials
From product quality control
From the preparation stage
When does cleaning, washing and cutting of raw materials take place?
In the storage phase
In the quality control phase
In the preparation phase
In the preliminary phase
What happens during cooking?
The processing of raw materials into finished products
Cleaning and washing of raw materials
The organization of work
The quality control
How does the production cycle end?
With the sanitising of environments
With service quality control
With the cooking
With the distribution of food
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Why is there a “kitchen brigade”?
To improve cooperation
To perform assigned tasks more quickly
For a cultural issue
To delegate work
What is the “kitchen brigade”?
It is the group of exclusively unskilled staff who work in the kitchen,
under the direction of a chef who delegates to his subordinates (the game
leaders); they, in turn, delegate the work to their helpers
It is the whole of the qualified (and not) staff working in the kitchen,
without any particular direction; they delegate the work to their helpers
This is the whole of the qualified (and not) staff who work in the kitchen,
under the direction of a chef who delegates to his subordinates (the chef
the partie); they, in turn, delegate the work to their helpers
This is the whole of the qualified (and not) staff working in the kitchen,
under the direction of a chef who delegates to his subordinates (the chef
de partie); they perform all the assigned work
What is fundamental for the success of a restaurant?
The human component
The human and professional component
The skills in cooking
An attractive menu
What do you need if you want to organise your kitchen work properly and respect
the preparation time?
Type of restaurant, number of staff, tools available, methodology
Type of restaurant, number of staff, size of facilities, methodology
Type of restaurant, type of staff, structure and tools, methodology
Type of restaurant, number of staff, structure and tools, methodology
The 5s method is:
A tool to establish the company‘s objectives
A model aimed at improving business efficiency
A tool to assess results
A tool to select employees
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The Eisenhower matrix is based on:
Importance and urgency in different situations that we have to deal with
Willingness and necessity to carry out a task
Personal preferences and business duties
Difficulty and value of the tasks that are carried out
What are the two elements that you need to monitor when you buy foodstuff?
Quantity and color
Packaging and brand
Quantity and quality
If the product you have bought doesn’t correspond to quality characteristics, what
do you have to do?
I accept it but I I'll file a complaint with the supplier
I reject it
I accept it and use it
Which of the following items are NOT required in a recipe?

title
doses
photo
procedure
How many dishes can you bring in the Italian style service?
5
3
1
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TOPIC 2 CREATIVITY AND PROBLEM SOLVING (CAN-DO ATTITUDE)

Training hours:

8

Topic
Annotation:

The main general objective of this learning module is to provide
the learner with a general overview of the two soft key
competences Creativity and Problem solving. These play a
crucial role in the hospitality sector, especially when it comes to
generate a perfect customer experience.

Learning
objectives:

Learners
• will discover why creativity and problem solving skills are
so important for working successfully in the hospitality
industry
• can identify problems and develop their own solutions
• further develop their problem-solving skills using
examples and concrete exercises from the hospitality
industry
• will find that creativity is not an innate competence, but
can be learned and developed
• use methodical approaches to develop their own
creativity
• set clear goals and achieve them by defining a problem or
goal and selecting suitable solution steps
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LESSON 1: CREATIVITY
In this chapter you can explore your creative abilities and develop them further. These
days, creativity is a term that is on everyone's lips. It also appears in the requirements
profile of many job vacancies. Surely you have already noticed that creative action is also
an indispensable part of daily work in the hospitality industry. As a trainee in this area,
most of your work is not rocket science - you don't have to reinvent the wheel.
Nevertheless, there will always be situations that will present you with challenges,
especially when dealing with guests. Most of the time, you will have to come up with
short-term or quick solutions. In this context, you will need to have the ability to
improvise and to be creative. This we can actually call creative problem solving.
Sometimes, however, it is also a matter of solving challenges fundamentally through new
ideas and approaches. In this regard, the goal is not to seek ad-hoc emergency solutions,
but to improve processes as a long-term solution.
"Every problem has a solution. You just have to be creative enough to find it."
Travis Kalanick
In this module we would like to show you in a very practice-oriented way how to develop
creativity and a problem solving approach and creativity. Basically, it is important to
understand that there is no clear right or wrong in this area - problem solving and
creativity are so-called "soft" or "transversal ―competences - in concrete cases there are
usually several ways to achieve a good result.
Creativity

What is creativity?
The term creativity can be traced back to the Latin verb creare, which means "to produce,
to create, to witness, to give birth, to bring into being". Similarly, it can also be found in
other European languages, for example as creatività in Italian or creativiteit in Dutch.
The verb creative refers either to a person who has ideas and realizes them, or to actions
and their results.
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―The noun creativity either refers to a personality trait or stands as a collective term for
processes, thought and action steps that are necessary to achieve creative results.
―(Source: Wörterbuch Design, 2007)

Whether there can be a universally valid definition is highly controversial; for example, in
art, psychology and pedagogy, the term is also dealt with from different perspectives.
There is general agreement that creative products must be new and unconventional,
although in the context of pedagogy it is sufficient if the product is new for the person
creating it.
So, if you design a menu card during your training in a way that is new to you, you may
well see it as creative work, even though there may be similar presentations in other
contexts.
Creativity is a core competence in our times and is part of professional and private life
in different ways. It is in all of us and it even happens frequently that we become
creatively active without noticing it, for example when solving problems.

These terms are often associated with creativity:
Figure 2: Terms for defining creativity

Inspiration

Originality

Imagination

In a professional context, it is more and more important that a creative product must be
usable, serve a specific purpose or solve a problem. In psychological creativity research,
creativity is even regarded as a special case of problem solving, where it is assumed that
a given problem is solved by a novel reaction if there is no ready-made solution.

37

Criteria for creative action
Figure 3: Criteria for creative action

Novelty

Effectiveness

Relevance

Usefulness

Here is an example from your daily work in the hospitality industry:
Ideally, all 4 components apply to a creative product or a creative problem solution. If, for
example, you are reorganising the breakfast buffet, this may be new compared to the
previous offer. It would be effective if more guests could serve themselves in less time.
Relevance is given if optimization possibilities were sought, possibly due to complaints
from guests, and it is useful because it solved a challenging situation.
It is also assumed that creativity has a social dimension, not only changing things, but
also our perception or human coexistence. In business practice, this means for you that
not only can you change food and drinks through imaginative garnishing and make them
more attractive for the guest, but that creative actions and reactions can also improve
work processes as well as dealing with guests and colleagues.
As in other industries, creativity is a guarantee of success in the hospitality industry,
where it comes from a combination of expertise and inspiration.
Creativity is used purposefully, which is one of the reasons why gastronomes and hotel
employees are facing clear limitations when using creative approaches in their day-today work. Company standards, guest structure and customer wishes, recipes and
technical specifications have to be taken into account in creative activities. In this regard,
setting tables is a good example – you cannot place the cutlery anywhere you like, you
need to follow certain standards. You surely have already noticed that symmetry plays a
major role in gastronomy, which means that creative action may have to be adapted
under certain circumstances.
A model of creative phases
It is often wrongly assumed that creative ideas are sudden inspirations. However,
research has shown that creative thinking and action is the result of a process. The
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British psychologist Graham Wallas has described this in 1926 in a four-phase model. It
illustrates systematic creative thinking, especially for task accomplishment and problem
solving:
Figure 4: Four-phase model of creativity
1.
Preparation

4.
Verification

Phases of
the
creative
process

2.
Incubation

3.
Illuminatio
n

Preparatory phase:
During this phase, the problem or task is precisely defined. This can be done in your
mind or in writing, for example using mind mapping (see chapter about methods). It is
also important to acquire knowledge and understanding of the topic. For you, this could
mean doing research in textbooks, on websites or interviewing colleagues.
Incubation period:
During this time, the subconscious mind works and connects the information gained
with the task at hand. It is beneficial if you "forget" or not think about the task or
problem for a while.
Illumination:
During illumination, new ideas appear in your head. This can often happen quite
unexpectedly. A classic example is coming up with ideas when taking a shower. It is
handy to have a small notebook, in which you can write down ideas and spin them later
if necessary (you could also use your Memo-App on your smartphone) – and of course, do
not try to write into your notebook while showering.
Verification:
When checking an idea, its feasibility is critically questioned. Does it really solve the
problem, or can the task be done using it? Use your time of practical training to try out
as many different solutions and approaches as possible in order to get a feeling for your
field of work. This will also help you to gain valuable experience. Among other things,
this is the purpose of your years of training, and as an apprentice you are therefore in a
good position to try out different tasks and problem solutions.
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A combination of creative ideas and an understanding of the subject usually leads to
original ideas, which is why it can be assumed that with every year of apprenticeship,
and thus every additional year of work experience, you can also improve your creativity
due to your growing expert knowledge, as your competences and expertise increase.
After all, creative thinking and acting can actually enrich your business practice, as it
can be directly implemented. It is worth the effort to look for new possibilities of design
and solutions, because you see right away the result of your own work and thus realize
your impact. This can strengthen your self-confidence and assist your advancement in
the training.
Why do you need creativity at the workplace?
As you may have noticed in your own day-to-day training, creativity in the hospitality
industry is required at different levels and in very different areas of work:

The design level

Probably you relate creativity mostly with (table) decoration,
visually appealing dishes, the striking design of mixed drinks,
hearts in coffee milk foam and exuberant buffets. And rightly
so, of course, because on this level creative work in
gastronomy is particularly obvious and you will have many
opportunities to test your creativity.
As far as creativity in relation to design is concerned, there are
endless examples in the hotel industry worldwide. Here you
will find some links to gather some impressions:
© Sven Nordmann
https://www.homedit.com/the-28-most-unusual-and-creative-hotels-in-the-world/
https://www.nationalgeographic.com/travel/top-10/worlds-most-unusual-hotels/
Design hotels or so-called boutique hotels are particularly creative:
https://www.creativebloq.com/buying-guides/boutique-hotels
You can see the difference in the design concept of hotel brands by comparing the
following links:
https://www.regenthotels.com/regent-berlin
https://almodovarhotel.de/en/das-hotel/
https://www.maritim.com/en/home

The communicative level
Being creative when dealing with guests is of high importance in the hospitality industry.
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This can lead to stressful or problematic situations, particularly in service-oriented tasks
or at the reception, where it is most important to react professionally. Whether you need
to deal with a complaint, handle the concerns of several guests at the same time or be
available as a contact person in difficult moments, creative communication and a
reservoir of different options for action will certainly help you.
A classic situation in which hotel employees have to communicate creatively is, for
example, an overcrowded reception desk with check in, check out and hotel guests who
have other concerns. In order to avoid stress for both sides, it is helpful to have polite
and entertaining wording ready, to ask the arriving persons for patience, to possibly
prefer departing persons who are under time pressure and to meet the requests of other
guests as charmingly as possible.
Another situation in which imaginative communication can be important is the planning
of events or congresses, because here there must be a coordination of the offer of the
organising company with the customer's wishes, which can require creative negotiation
skills.
The organizational level
Perhaps at the beginning of your training you will not yet be able to recognize this level
so clearly in your practice, but rather observe it in the actions of colleagues. Creative
thinking is especially helpful in work planning, restructuring or stress situations. Is
there not enough staff due to illness? The provision of guests at the breakfast buffet
should be improved in the long term? The food takes too long from the kitchen to the
guest? This is about the optimisation of work processes and the organisation of
operational practice. The greater your work experience, the more your participation will
be in demand. Then you will certainly benefit from a creative approach.
But creativity in the organisation of work processes is not only important in the
gastronomic sector. In housekeeping, too, situations can arise in which a creative
approach to the tasks at hand can be helpful. For example, when staff is absent or on
days with a particularly high number of arrivals and departures, cleaning activities or
checking rooms may have to be carried out at an unusually high speed. Here, creativity
can be very helpful in structuring and carrying out the work steps required for room
approval.
Another example would be the organisation of congresses and events with a particularly
large number of participants. In the planning stage, creative thinking can be very useful
to make effective use of personnel, to occupy and prepare the available space in an ideal
way, and to offer special services such as a personal welcome for guests, musical
interludes or gastronomic extras. Work processes have to be particularly well thought out
here, whereby a wealth of ideas certainly does not do any harm.
How can you improve your creative competences?
When it comes to creativity at the workplace, one is often confronted with the challenge
that creativity is required in connection with a work assignment or a problem on
demand. In the hospitality industry, for example, if a kitchen plate is to be arranged in a
visually appealing way, it must be ready at a certain point in time. Or, if guests
complain about their room at the reception desk, a solution must be found immediately.
Therefore, it is not possible to wait for creative boosts in everyday business practice. It is
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more important for you to train your creativity and build up a reservoir of creative ideas
and ready-to-use proposed solutions. These you can use when necessary and applicable.
You will quickly discover that this reservoir grows with increasing work experience and
knowledge. Especially in the hospitality industry, creativity is needed in stressful
situations. When working at big events or when dealing with complaints it often happens
that you lose your creative power in tense and stressful circumstances. In those
moments it is even more important to rely on experiences, where you dealt with similar
situations in a creative way.

This is how you can build up a reservoir of creative approaches:
Get inspired!
Search for sources of inspiration. These can be pictures from the Internet or from
(specialized) magazines, web pages of enterprises of caterers also advertising materials in
the public area. Observe when you are a guest yourself: How are the meals you order
prepared? How is the table set, how does the location look like? How does the staff
behave? You can also simply sit in a café and sketch out what you are watching.
Always have your eyes and mind open to pick up anything of interest!
Benefit from the wealth of experience of your colleagues!
A very successful strategy to come up with good ideas and solutions is to be inspired by
the knowledge and ideas of colleagues with more work experience. Therefore, observe
how they fulfil their work tasks or approach problems. What creative ideas do they have?
How do they communicate with the guests? Here it is important to be mindful in order to
use every opportunity for observation.
Tip: Write down your ideas and suggested solutions in a sketchbook so that you can
develop them further. Think on paper!
Educate yourself!
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If art wasn't one of your favourite subjects at school, then you should start thinking
about the usage of designs, colours, forms, etc... Research which materials can be used
for creative purposes in your company. Which colours and materials harmonize with
each other or are suitable for the different seasons or holidays? What is new and what is
out of date? Gain basic knowledge about the most common types of flowers and useful
decorative elements. The international cuisine with its dishes from distant countries can
also be very inspiring when it comes to taste and design. Therefore, it is worthwhile for
you to look beyond your everyday horizons and broaden your own horizons. If the cuisine
of your childhood comes from a different culinary culture, you can now reflect on its
colours, shapes and tastes and use them as a resource for creative ideas.
Try to brainstorm and create lists of ideas!
Remember work tasks or problem situations from your training in the company and
collect all ideas, which come to you in addition (you can do this alone or in a group).
Prepare lists with creative ideas. You will find that there can be many different
solutions for most problems. For example, people react very differently and are often
unpredictable, so it is very good to have several solutions ready. Test your ideas in
practice whenever possible or discuss them with the training staff and the team. Over
time, you will also develop a sense of which items on your list of ideas work particularly
well.
Look for challenges!
Raise your hand, when your boss is looking for someone to work on creative tasks.
Don't hide if there are problematic situations with guests. For instance, if it is within
your area of responsibility, take over the handling of complaints and trust yourself to be
able to resolve them. You can also increase your host competence in private life and try
out creative elements at visits, parties and celebrations. Experiment with form and colour
combinations or modify recipes. Use every situation to train your creativity!
To successfully transfer the collected inspirations and ideas into
practice, try to be courageous, to experiment and to try out. Allow your
creativity to take place in the first place. Give yourself permission to
pick up other people's ideas in order to further develop or refine them.
Since your training time is made for learning, it offers you the best opportunity to
discover new things and test your creative skills.
Your motto to experiment successfully: It doesn't have to be perfect!
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LESSON 2: PROBLEM SOLVING
What is problem solving?

The term ―problem solving” sounds pretty self-explanatory – it is about solving problems
– so, what is the problem? But unfortunately, it‘s not as simple as that. We would like to
approach the topic a little more systematically.
What is a problem at all? According to Wikipedia, a problem is defined as follows:
"A problem is called a task or a dispute whose solution is associated with difficulties.
Problems are obstacles that have to be overcome or circumvented in order to move from
an unsatisfactory initial situation to a more satisfying target situation." As you can see,
even in this definition the word ―solution‖ is already mentioned implicitly - problem and
solution are clearly interlinked with each other. In most cases, the goal is to solve a
problem. Although, there are many (positive thinking) people who claim that problems do
not exist at all – something difficult is rather called a challenge... Well, however you want
to call it, in general you will look for solutions.
Certainly, there are many situations in everyday professional life where it is a matter of
tackling problems quickly and intuitively, rather than sitting down and examining the
problem to its core. If a guest complains about the cold soup, the first thing to do is to
rush into the kitchen and ask the chef to make improvements. Problem solved for now.
But what if that happens again and again and guest complaints accumulate? Then you
should take a closer look and try to find out what could be the actual cause of the
problem. Are there processes that can be improved? Is there a lack of kitchen or service
staff? Is there anything wrong with communication? For this a more systematic approach
is the way to go, which you will get to know in the following.

What are problem solving areas for apprentices?
Before we dig deeper into the theory, we would like to clarify what is in your area of
responsibility and what is not. As an apprentice, your first responsibility is to learn.
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There will usually always be a company tutor or supervisor available during your shift.
Accordingly, responsibility does not normally rest on your shoulders. However, as you
have certainly noticed in your everyday working life, sometimes things get a little more
hectic and you become involved in the work processes like a regular skilled worker. If
there is also a lot going on, and your company tutor is busy himself, you must (be able to)
make your own decisions. Here, too, it will usually be a question of tackling problems or
challenges right when they arise and to come up with solutions quickly.
An example:
You are doing your training as waiter in a restaurant. You are completely bored until
noon. Then suddenly the rush of guests comes at lunchtime and you are totally
overwhelmed – everyone has requests at the same time. On top, you find out that
something went wrong with the reservation system – too many reservations were
accepted. There aren't that many tables. First thing to do: Take a deep breath and ty to
keep calm. Of course, even in such stressful situations you must not forget the basics of
the service industry – always smile and be friendly - the customer is still king. What can
you do in this case?
•
•
•
•
•

Is there a table for employees that you can set free?
Is there room at the bar?
Is it possible to convince guests having a free drink in return for waiting a bit or
having their food at the bar (so-called freebies always go down well...)?
Can you place smaller groups at larger tables together?
...

What‗s the saying: Many roads lead to Rome! If your tutor is approachable, talk to
her/him about the solutions you come up with. Get the approval beforehand or if
necessary afterwards.
Which areas are clearly not your responsibility?
How about the following well-known situation: Your colleague does not show up for the
agreed shift and you have to master the work alone - this can of course present you with
a pile of problems, especially when it comes to quality-oriented service. Here it is the shift
management's job to provide a replacement and to take appropriate measures so that the
shift is feasible. In addition, the shift leader should talk to the missing colleague about
the situation.
A systematic approach for problem solving
Let‗s take a closer look, how you can handle problems in a more systematic way. Have a
look at the graphic:
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Figure 1: Phases of systematic problem solving

Identification

Evaluate the
outcome

Search for
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Implement
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Weigh the
alternatives

Make a
choice

This scheme can be of very good help to get to the core of a problem and to develop
solutions. Inform yourself about each phase below:
Identifying the problem

First of all, it is about having a concrete idea of what the problem really is. Not every
problem is immediately clearly defined. For instance, look at the example with the cold
soup again: You can focus on the symptoms of the problem – in this particular case it is
the temperature of the soup - or you can dig deeper and look for the actual causes. What
are the reasons why the soup is cold when it arrives at the guests table? The following
questions can help to find the causes:
 What do you (or your colleagues) observe exactly?
 Why could the problem arise at all?
 Why wasn't it noticed earlier?
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 What did you (or your colleagues) do when the problem occurred?
 Does the problem stand for itself, or is it more of a symptom of a deeper problem?
 Have there been any attempts to solve the problem?
Think about what Steve Jobs said: "If you define the problem correctly, you almost have
the solution.
Searching for alternatives

In many cases, it is obvious what to do and how to solve a situation. Then you don't have
to think up a thousand different alternative ways on how to handle the problem.
At this point, we would like to continue with another example which helps to understand
that a systematic approach in which you are searching for alternatives can be very
beneficial:
The restaurant you work for has very low numbers of guests. Your boss wants you to
make suggestions on how to get the business going again. Once you have properly
grasped and defined the problem (see step 1), it is time to formulate concrete solutions.
Here you can basically let off steam and think outside of the box. There are several
suitable methods for this, which you can look at in the section where we present selected
methods. For instance, you can sit down with your team and brainstorm or choose the
SCAMPER method to find ideas.
Weighing alternatives
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Once you come up with a list of suggestions it is time to see which of them are realistic
and can be implemented. You won't be able to say that everything what your boss has
done in the past is not useful, but since he has asked for it, you will be allowed to make
suggestions for changes.
•
•
•
•

What about the menu? Is there a clear line?
What about advertising measures? Could you attract guests, perhaps with
coupons or something similar?
Is it possible to expand the breakfast, lunch or evening business? And if so, how
or would it actually make more sense to cut down in some area?
...

It should be possible to evaluate all proposals on the basis of costs and resources (i.e.
materials and staff). Again, it is not necessary that you do this alone, but at least have an
idea of how to do it.
Making a choice

After you have collected and evaluated suggestions for solutions, the next step is to make
a decision about which measures you actually want to implement. At this point you
should consider whether you want to start small or whether you want to implement a
whole catalogue of measures directly. As an apprentice, it's more likely to come up with
a step by step approach with simple suggestions.

In case you are unsure whether you are allowed to make certain decisions
independently, talk to your trainer.
In our example you could first decide (and have it approved) to introduce an evening
happy hour…
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Implementing the choice

So you decided to try a happy hour for cocktails and long drinks and your boss gave you
the OK. What happens now? You have to think about how it can work.
•
•
•
•

During what times would you install the happy hour?
How can you draw attention to it (advertise with a blackboard in front of your
restaurant, an insert in the menu card, a note on Facebook...)?
Should the cost of sales be calculated so that you have an idea of what discount
you can give during the happy hour?
What information do your colleagues need?

Evaluating the outcome

Ok, so the happy hour has been going on for three weeks now, time to evaluate and take
a closer look at what the effects are. If necessary, this evaluation should also be planned
in the sense of how you can measure the effects. The number and turnover of guests per
day/evening should be kept in mind. Also, the duration of how long the guests are
staying - especially after the happy hour can be interesting. It might also be worthwhile
to get feedback from the guests and just ask them how they like it. At best, this one
measure will increase business in your restaurant. If not or if it even leads to a loss in
the overall result, the actual problem still exists and the chosen solution has not led to
an improvement. Then you should start all over again.
Summary
Please keep in mind, that the presented pattern is not carved in stone - not every
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problem that occurs requires you to sit down and work on all the stages. But think about
how you approach even smaller problems, even if the solution is obvious - usually you
automatically proceed according to a similar scheme, perhaps not quite so systematically,
but often you will weigh alternatives with each other.
Although it looks quite theoretical, don't make it too complicated. You should always be
practical orientated and exchange ideas and problem-solving approaches with your
colleagues.
Take a look at the following case study - you will notice that you can easily find a
solution without having to deal with the subject in detail. Nevertheless, you will realize
that the scheme is still useful.
Case Study

Imagine the following situation:
•
•
•
•
•

A young family arrives at the restaurant totally stressed out.
the kids are nagging and want to have a quick drink
You take the order and bring the drinks to the table
A moment later you hear loud crying - one of the children has spilled his drink in
all the excitement
The parents are at their wits' end

What can you do?
You will probably just give out a new drink for free which saves the situation.
But let‗s see how this looks like when approaching it systematically:
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Identifying the problem

•
•
•

Your guests are unhappy
The table is a mess
Other guests are bothered by the situation

Searching for alternatives

1. not doing anything and acting as if you
haven‗t noticed anything
2. give out bucket and towel for the guests to
clean up for themselves
3. quickly clean up yourself
4. say a few nice words to calm down the
situation
5. give out a new drink for free

Weighing alternatives

1. This might worsen the situation, eventually
the kids will get totally crazy
2. Even if the guests realize it was their own
fault, you should not forget that you are
working in the service industry!
3. That‗s good! But as mentioned above, it
actually is part of your job
4. Why not, maybe you find a way to bring in
some humour and make everyone laugh
5. This will get you happy faces

Making a choice

You decide to try it with No. 3 and 5. Once you
arrive at the table, you will decide if No. 4 is
appropriate

Implementing your choice

You approach the table, clean up, then you
assure everyone that it is not a big thing and that
you will bring them a new drink on the house

Evaluating the outcome

The reaction of the guests will give you a clue on
how to evaluate the outcome
Furthermore, you should talk to your boss about
the situation and what you have done to cope
with it
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Exercise
Now, it is your turn:
Take a concrete situation of your everyday training where you had to cope with a
problem. This can be a situation which you have handled in the past or a current issue
which has not been dealt with.
•
•

Use the scheme of systematic problem solving for your case.
Write down your results and talk them through with your company tutor.

Duration: 60 minutes

Selection of methods
Having read the previous two chapters, you know how to proceed systematically when
solving problems and what dimensions creativity has. But, where do the ideas for the
actual problem solution come from? They are part of a creative process that either runs
automatically, i.e. more unconsciously, or can also be approached with a certain
systematic - or as we prefer to put it in this case, with a certain method. The use of
concrete methods, tools and techniques is therefore always suitable in problem cases
where the solution is not immediately obvious.
In this part of the module we introduce you to selected methods. After each method, we
invite you to try it out with a clear reference to your training. These are the methods you
will learn about:
Brainstorming
mind mapping
SCAMPER
Participatory observation
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There are, of course, many other methods and tools. For the hard working among you,
there are links to various sources at the end of the module where you can get further
inspired by different methods.

Brainstorming
You've certainly heard the term brainstorming before, because it's probably the best
known way to create creative ideas. It was developed in 1939 by US-American
advertising expert Alex Osborn, who was inspired by the Indian creativity technique of
Prai-Barshana and its mantra using the brain to storm a problem.
You can try this method alone or with other trainees or your team in the company.
Basically, brainstorming is about freely expressing and collecting your thoughts and
ideas on a certain topic or a previously defined problem. These are then recorded in
writing in the form of word lists or sketches. Each thought is taken equally seriously.
Only after all ideas have been collected, these will be sorted out and refined, until only
the best ideas remain.

There are four basic rules to brainstorming:
1. no criticism - ideas should not be judged! Every idea is welcome, no matter how
crazy or absurd it seems.
2. mass instead of class - the number of ideas counts! Quantity takes precedence
over quality.
3. no copyright - there is no copyright protection! It is desired to further develop
other people‘s ideas.
4. absolutely lateral thinking - associating, deviating, spinning and fantasizing
enriches the thought storm! Concentrating on particular topics is just as
important as thinking outside the box!
These framework conditions are also important for the successful implementation of the
method:
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•
•
•
•

Create a good working atmosphere!
Write down the ideas!
If several people are involved, moderate the brainstorming!
Limit the time!

If you brainstorm alone, make sure that you are undisturbed. Switch off all distractions
such as the mobile phone! Take a break and go for a walk to collect new impressions.
And don't expect too much, brainstorming only produces the basic idea, which will be
refined later.
Exercise
Think about 2 challenging situations as well as 1 creative task from your daily work and
search for possible solutions and ideas by brainstorming!
Write down all your ideas. Discuss these with other trainees.
Duration: 90 minutes
Mind mapping
The method of mind mapping was developed in 1971 by the British psychologist Tony
Buzan and is now a classic among creative techniques. It promotes the structuring of
thoughts and enables the visualisation of ideas by collecting them around a central
theme and displaying them in a branched form.
In the hospitality industry mind mapping can be helpful if more complex contexts are to
be worked on. For example, if work processes are to be optimised. But you can also
develop a mind map that helps you to visualize thematic associations.
Mind mapping can also be very useful for learning! If you have dealt with a topic, you can
try to create a mind map out of your head, in which you visualize all aspects in a
structured way. Which learning contents can you remember? How can they be sorted
and related to each other?
You should follow these instructions if you want to create a mind map:
•
•
•

Use plain paper, at least A4 format.
Put the paper crosswise to have more space towards the horizontal edges.
Work with different colours, frames, or even with illustrations of the captured
thoughts.

This is how you proceed:
1. define your central theme and note it in keywords in the middle of the sheet.
2. draw some main branches from it, on which you note further super-ordinate
thoughts!
3. now you can add branches with new ideas and connect them with the main
branches.
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4. to open a second thought level, add new branches to the branches. On these
branches the subordinate ideas are noted, so that they can be described in more
detail.
5. you can add as many branches as you like and connect them with each other.
6. remember: you can make a mind map as imaginative as you like. This is also
another possibility to develop your creative skills.
7. take your time, take a break and then complete the mind map.
8. have fun!
Exercise
Your company got the mandate to organize a wedding - with everything involved. Which
tasks are connected with it for the gastronomic area? Which activities result from it and
which creative means can be used? Use a mind map as a planning tool.
Discuss your results with your company tutor.
Duration: 60 minutes
The SCAMPER-Method
SCAMPER is a so-called acronym - each letter stands for a word. In this case each word
has a meaning in the sense of creative problem solving. The aim of the method is to
find concrete ideas to solve the previously defined problem.
Take a closer look at the method. As soon as you apply it to a concrete problem, you will
find that not all individual steps are always appropriate - some provide more ideas than
others. That depends a bit on the underlying problem. Nevertheless, it is certainly helpful
to move along the individual steps and to collect ideas or suggested solutions, free of
judgement.
Figure 5: Visual illustration of SCAMPER-Method
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SCAMPER is a tool to find ideas. It can also be used during a brainstorming session. You
can use the ideas when applying the systematic problem-solving approach (as presented
in chapter 1). Within this approach ideas will be evaluated as solution proposals.
But of course it is not always necessary to have a concrete problem in order to search for
ideas. In many gastronomic areas it is also about simply creating an attractive,
innovative offer - SCAMPER can also help you to be creative.
Substitute
You have defined your problem and now you are looking for solutions - then think about
whether there is anything you can SUBSTITUTE or REPLACE. Take a look at these
guiding questions:
•
•
•
•
•

What can be replaced?
Can anyone help?
Can you use other ingredients, materials or tools?
Can you proceed differently?
Is a different location possible?

Let's look at concrete examples: How about tofu instead of meat? Or re-usable cups
instead of disposable cups? Or research a new event location? Or how about live music
instead of online music streaming such as Spotify during an event? Or, in the hotel
industry, can you provide customers with an upgrade or change rooms, for instance to
the other side of the hallway?

Combine
Are there possibilities to COMBINE or CONNECT existing processes or products with
each other? Think, for example, of so-called "fusion food" which takes ingredients from
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various regional and national dishes and puts them together into a mixed dish. The
Currywurst is a classic example of this - here the German Bratwurst was combined with
American ketchup and Indian curry powder.
Here are a few helpful questions:
•
•

Which ideas can be combined with each other?
Can processes be combined with each other?

Adapt
This is about the extent to which the (problematic) initial situation can be ADAPTED. In
this sense, it is a very general form of idea-finding. One possibility is to look to the left
and to the right and to copy and paste:
•
•
•
•

How do others do it?
What makes the competition different, possibly better?
How do your colleagues work?
Can you copy or imitate something or someone; can you actually do it better?
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Modify
This point may not always be clearly distinguishable from the others. However, it is still
well worth it in individual cases to simply consider how one can MODIFY or CHANGE a
certain starting position in order to achieve a different result. Let's take the very
illustrative kitchen area again. Look at a simple breakfast cereal - how about a different
way of serving, for example in a glass instead of a bowl? Or a homemade muesli bar to
get a little bit of variety in play?
This question plays a particularly important role:
•

Can you change size, shape, surface, colour or suchlike? This doesn't just have to
apply to food. For example, the interior design can also be revised from these
points of view.

Put to other uses
At this point, just think about how you can do certain things or processes differently. It's
not about buying something new, but using it differently. Some chefs, for example, use
the coffee grinder to grind their kitchen herbs - this can have a taste effect in itself, but of
course it can also replace broken kitchen appliances. Or you can use the toaster to roast
bread specialities or defrost frozen foods quickly when urgently needed.
Some questions to guide you:
•
•

What other purposes can products, appliances and other items have?
How can you use them in a different way?
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Eliminate
Less is more! In many areas you can use this philosophy as a guideline. Let's take a
hugely large menu. This can often give the impression of a food offer which is simply
overwhelming and conceptless. To simplify, to shorten and to remove items from the
menu card can have a great impact on the guest perception. The same applies to certain
products and foods - non-alcoholic beer is a classic example. Nowadays it is standard on
the drinks menu. But are there non-alcoholic shandys everywhere? As a mixed drink, it's
easy to make, of course, but on hot days it might be worth writing it on the billboard.
Guiding questions:
•
•
•

What can you do without?
Is it possible to separate something from each other?
What is redundant?

Reverse/Rearrange
Reorganization can take place on a small scale, but it can also affect the very large
processes / workflows within a restaurant, kitchen or hotel. Instead of a breakfast
service, you can offer a breakfast buffet - perhaps initially on selected days and especially
on those days when there is a lot going on and the service staff can no longer keep up. If
things don't run smoothly in the kitchen, the question may arise as to how the
workstations can be reorganised and improved. You may have to change the entire
kitchen layout - of course this requires detailed planning and usually also a bit of extra
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money as well. Certainly it is not a decision that an apprentice can make, but one that
he or she can possibly help shape.
If many guests ask about tap water, you can consider simply putting a table next to the
bar, where the guests can help themselves with fresh water if wanted (perhaps you can
spice it up with a few mint leaves or lemon slices) - that would certainly be an idea that
you as a trainee can suggest to your boss.
Guiding questions:
• How can processes be reorganized?
• What can be done differently?
Exercise
Now it's your turn again: Try to find out where
McDonalds' success lies with the help of the SCAMPER
method. Research the company history of McDonalds
on the Internet and find at least one relevant example
of how McDonalds has developed for each part of the
SCAMPER model.
Use the worksheet provided for this purpose.
//ficheromWork sheet SCAMPER//ficherom
Duration: 60 minutes
Participatory observation
The participatory observation is not a creative technique, but a research method from the
social sciences that serves to collect data. It can easily be integrated into everyday
practice, which is why it can be recommended here as a means of expanding knowledge
and inspiration. It differs from the everyday observation by intention or planning, a goal
or an exact determination of the actions to be observed as well as an evaluation of the
collected data.
The time required can vary greatly. Whether you observe the
receptionists for half an hour or during a complete shift is up to you and depends on the
goal of your research, the willingness to participate of the colleagues or approval of the
leading personnel as well as your own temporal capacities.
The only important thing here is that you follow three steps:
1. Prepare the mini-research well:
Choose the setting, set the time, obtain writing material or aids for audio
recordings/photos, possibly inform colleagues or shift leaders and have the observation
approved.
2. Concentrate on the observation:
be present and not be distracted by other personal things such as private messages on
the mobile phone; record observed actions and conversations in writing and/or audios,
photographs, etc.
3. Evaluate the collected data:
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Which possible solutions could you observe in relation to which tasks and problems? You
can also discuss your results with your colleagues afterwards.

It is important for the Participatory observation that you clarify the framework conditions
in advance, which falls into the preparation phase. Questions that you should answer for
yourself are:
 Should the observation be carried out in my training company or in another
hospitality company? In connection with this, you should consider whether you
need to register your observation or ask for permission. In this case you would
identify yourself as an observer.
 Who would I like to observe? (Other trainees or skilled personnel?)
 Which department would I like to go to? (Service, reception or kitchen?)
 At what time / shift do I want to make my observations?
 How long do I want to observe?
 How do I record the collected data/observations? Here you can take notes or, in
some cases, photos. Audio and video recordings should be arranged beforehand!
 Are there opportunities to integrate the observations into my daily practice? For
example, assignments with experienced colleagues are ideal.
Attention:
 The more often you observe a setting, the more meaningful and complete your
data will be!
 Nevertheless, different observations of the same phenomenon are possible!
 Go into the situation as openly as possible!
 What you see is not the absolute truth, but arises from your personal perspective!
Another person probably perceives the situation differently and filters out other
data than you and would interpret it in their own way in the evaluation.
 Do not expect that you get everything, but concentrate on what you hear and see
in this moment!
 Make detailed descriptions in your notes!
Exercise
Find a situation in your training company that is relevant to you. In the best case, this
should be a challenging, possibly stressful situation (e.g. the next event; the time with
the most check-ins or check-outs at the reception; if the kitchen is working at full speed).
Observe how the staff deals with difficult tasks and various guest requirements. Ask
yourself the following questions in the subsequent evaluation:
•
•
•
•

What problems did you encounter?
How did the staff and guests react?
Were problems solved?
If so, how?

Discuss your results with your colleagues.
Duration: 60 minutes
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•
•
•
•
•
•
•
•
•
•
•
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Erlhoff, Michael/ Marshall, Tim (Hg.) (2007): Wörterbuch Design. Begriffliche
Perspektiven des Design, Birkhauser
Kretschmar-Joehnk, Corinna/ JoehnkPeter (2013): 101 Hotel Lobbies, Bars &
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Costi, Melina/Griffiths, Chris (2019): The Creative Thinking Handbook, Kogan
Page
H. Scott Fogler / Steven E. LeBlanc / Benjamin Rizzo Fogler / Leblanc / Rizzo
(2013): Strategies for Creative Problem Solving, Prentice Hall
Pont, Lyn (2014): Hospitality Management: People Skills and Manners on and off
the Job, iUniverse
https://famab.de/blog/kreativitaet-ist-ein-prozess/
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https://opentextbc.ca/workinginfoodserviceindustry/chapter/effective-problemsolving-and-decision-making/

//ficheromTools and Techniques for creative problem solving by Creative Education
Foundation//ficherom

Evaluation test of topic 2
Is there always a concrete solution for every problem??
Yes, of course!
No, most of the time there are many different solutions possible and
applicable
Why is problem solving so important in the hospitality industry?

It's not that important...
because there are many problems in this area, such as reacting to guest
complaints
Which method is suitable for idea finding?
SCAMPER
Assessment center
Method of least squares
Interview
Which point is NOT part of the SCAMPER method?
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Subtract
Combine
Modify
Erase
Which example does NOT apply to the "Substitute" part of the SCAMPER method?
Meat instead of vegetables
Tofu instead of meat
Soy milk instead of cow milk
Sweetener instead of sugar
Which phase belongs to systematic problem solving?
Googling
Researching in the library
Searching for alternatives
Interviewing the company tutor or the teacher
Your colleague doesn't show up for duty. What can you do?
I'll take care of replacements
I'll tell my boss / company tutor
I'm not doing anything, it's not my problem
I'll tell the first-year apprentice to stay longer
What is creativity?
The ability to communicate well
A way to keep drinks and food fresh
The competence to create new things and realize ideas
A method of serving
Which term is less associated with creativity?
Originality
Quantity
Inspiration
Imagination
What does the four-phase model of Wallas show?
Tools for creative work
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Results of creative actions
Ways to successfully act creatively
The stages of the creative process
Which action does NOT help you to improve your creative competence?
Avoiding new approaches
Find sources of inspiration
Accepting challenges
Use creative techniques
Why is it important to systematically train creative skills?
You produce beautiful things and you can give them away
In day-to-day work creative skills must be ready on demand
What other skill should I train?
I can make my CV more attractive
Which rule does not belong to the 4 basic rules of brainstorming?
Mass instead of class
Lateral thinking
No criticism
No limitation of the time duration
What is part of the preparation of a Participatory observation?
provide for meals
dress as inconspicuously as possible
set the setting, the duration and the destination
ask the colleagues if they have done this before
What is a mind map NOT suitable for?
for learning the school content
for copying from the blackboard
for structuring knowledge
for the visualization of ideas
Which activities in the daily business of the hospitality industry fulfil the four
criteria for creativity "novelty, efficiency, relevance and usefulness"?
Reorganization of the breakfast buffet after guest complaints
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Improvement of the summer outdoor terrace area during the Christmas
season
Consoling guests with complaints to the next day
Decoration of the rooms on the closed floor due to renovation works
What do you have to consider in the hospitality industry when you become
creative on a design level?
The taste of the colleagues must be considered.
Don't rush, you have all the time in the world.
There are often customer requests, rules of symmetry or other
specifications to consider.
Decorative materials and other items of equipment are available without
limit.
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Topic 3 Interpersonal Communication and Empathy

Training hours:

8

Topic
Annotation:

To enable students/apprentices to have the necessary skills to
achieve correct communication in their workplace. They will
also be taught on the importance of oral and gestural
communication in their professional life. Through a good use of
these communication skills, the student/learner will be able to
carry out his/her work knowing at all times how to
communicate effectively and with empathy.

Learning
objectives:

Provide
tools
to
the
student/apprentice
for
better
communication with managers, co-workers and customers.
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LESSON 1: THE COMMUNICATION PROCESS:

Communication comes from the Latin word COMUNICARE, which means
communicate, to transmit impressions, to share ideas, emotions or knowledge.

to

The communication could be defined as the process of transmitting and exchanging
information, ideas and emotions with other people.
A high percentage of the success of a company is closely related to the ability to sustain
effective communications externally (with customers, for the development of marketing
strategies, etc.), and also internally. The effective communication should be fluid, clear
and assertive.
Objective of the communication
Communication is a continuous process by which we relate to others. It is a capacity and
in the same time a necessity of the human being. The primary objective of
communication is to produce a response, and feedback.
Communication is a key element in the hospitality service. Image if you go to a
restaurant and you witness a fight between two waiters and the manager. Obviously with
an adequate communication those types of situations could be avoided.
Generally speaking, there are three basic objectives of the communication:
Reporting: Its main function is to provide data and information.
Entertaining: Communication is to bound, to evoke a pleasurable feeling or to
create a sense of empathy and belonging. In the restaurant service, for example,
when a dish takes longer to be served, the waiter entertains the client in order to
make the waiting time more pleasant.
Persuade: To expect people to perform an action, adopt an idea or modify
behaviour, based on the desire of the transmitter.
Forms of communication
The human beings have various ways to express themselves
or to establish a communication. The most common are: oral
and written communication, gestural language, facial
expression and a posture.
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Gestural language
Gestures are a special form of language that sometimes accompanies oral expression and
add additional expressive value, which helps the understanding of the message
(movement of hands, gestures, etc.).
Types of message
•
•

Voluntary messages: These are deliberately transmitted in the course of
communication. In the communication process we utter words.
Involuntary messages: In general, they correspond to gestures that are used to
eliminate tensions or control feelings and moods. For example, we may state
something, but our facial expression is giving away that we mean just the opposite.

Non-verbal forms
The non-verbal forms of communication are: gaze, facial expression, body posture,
gestures, leg/foot movement, physical contact, personal appearance, head movements,
etc.
The food service, especially in restaurants with a lot of staff flow, generates tensions, but
it is necessary to manage these situations well. Many times, without realizing it, we
transmit this type of sensations to our clients through our gestures: snorting, frowning
eyebrows, too serious face, and so on.
Oral language
It is the capacity of the human being to communicate by means of articulated sounds of
the language. It is the most frequent form of expression and does not require special
technical preparation, since we learn to speak from childhood.
Some customers in the restaurant are very specific with their requests: an exact cooking
time, the addition or removal of a condiment, that the food should have an exact
temperature, etc. It may be the case that these are particular whims or tastes, but it may
also be that these "whims" are due to health reasons, such as allergies, oral sensitivity
problems or intolerance to certain foods. In any case and whatever the reason a client is
especially demanding, patience and the will to attend him the best possible way will be
the keys at the time of acting. This oral information that the waiter receives from the
client at that moment must be transmitted entirely to the cook so that he can act
accordingly, otherwise problems could arise with the client.
Voice functions
The voice has important functions in the communication process:
Represent our personality.
Communicate our feelings, attitudes and emotions.
Carry the message.
Generate images.
Make communication more interesting.
Know more about the message and the people we listen to.
The voice has different nuances and characteristics, but there are two from which arise
the others: DICTION AND INTONATION.
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Diction: Way of expressing and pronouncing the words in a sentence.
Intonation: Degree of elocution, altitude and tone of the voice.

Written language
Requires prior knowledge of oral language. It allows a more
lasting and stable communication; and it is the way to express
something by means of graphic symbols that in turn are the
representation of the oral language.
The message is captured by the sense of sight instead of the sense of hearing.
There is no immediate feedback. For example a command in the restaurant.
In general and normally, the written message is usually about specific topics.
Unlike the oral message that once spoken is already received, the written note could
be changed and corrected if necessary before reaching its recipient(s).

Elements of the communication process
Communication is a complex process: the sender emits a message that the receiver gets
and the receiver in turn gives a response. But other elements are also involved:

Emission

Source that elaborates and emits the message, which provides the
information. It can be an individual, a social group, a country, etc.

Receptor

The entity that receives the message and to whom the information is
addressed.

Message

Set of ideas, feelings, events expressed by the sender and that he wants
to transmit to the receiver with an intention. It is the content of the
communication.

Codification

Process of structuring a message based on available signs.
Thus, the sender "prepares" the message so that the receiver can
understand it.

Channel

Physical support in which the message is manifested. Vehicle or means
that carries the messages.

Feedback

Receiver's response to the sender's message.

Context

Set of circumstances in which Communication takes place.

In addition, the communication also involves a series of Barriers or Noise.
Noise: Any factor that disturbs, interferes with or creates
a confusing communication situation.
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The coding of the message
CODING: Process of structuring a message based on available signs.
Through this process, the sender "prepares" the message so that the receiver can
understand it.
The code is a system of signals that the sender must know beforehand in order to send
the message. The act of communicating is complete when sender and receiver
understand the code in the same way. In any case, the point is that between the kitchen
and the room there is a common language, a jargon of its own, a code that allows
everyone involved to exchange information quickly, concretely and above all, precisely.

The channel
CHANNEL: Physical support in which the message is manifested. Vehicle or means of
transporting the messages. The emission of a message can be through formal and
informal channels:
•

•

Formal: These are those that produce and transmit stable and reliable
information in accordance with established objectives, guidelines and standards,
normally they are institutional or official.
Informal: Those that produce and transmit information in a more direct, rapid
and participative way. They may consist of rumours, gossip, chatter...

In small restaurants, the waiters may count mostly on his memory when taking orders,
but when the flow is greater, a good memorization capacity is not enough. Taking notes
will be advisable in this case. Nowadays it is common to communicate through digital
technology channels, using mobile devices such as tablets. But whether with an old
school system or a modern and innovative one, the really important thing is that
everyone speaks the same language and interprets it in the same way.
The receiver
RECEIVER: The entity that receives the message and to whom the information is
addressed. We must bear in mind that the assimilation of the messages depends on the
receiver‘s personal or social background
Very close to the receiver, there is another element that is the DE-CODIFICATION.
•
•

The process of interpreting information and understanding it from the codes that
the sender handles and that are known by the receiver.
It is an inherent process to the human being and it is inverse to the codification.

The Feedback
FEED-BACK: Receiver's response to the sender's message. In this case, the receiver
becomes a transmitter of a response or attitude that the initial transmitter was already
waiting to verify that the objective of its message has reached its end. For example, when
the chef cook gives an order in the kitchen the staff must answer loudly (usually using a
kitchen jargon), so that the chef knows that the information has been received.
In addition, the feedback from the communication helps us to evaluate the process we
have carried out and thus take corrective action if necessary.
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There are several forms of feedback. Among the actions that arise in the feedback
are:
• There is an agreement: It has been received correctly and action is taken.
• There is a disagreement: The recipient is not conformed with the message and
refuses to take actions accordingly.
The waiters do not have time to sit down and talk to the cooks about the demands of
each client, and the cook is not available to comment on each of the service orders or
commands. However, the waiters must make sure that they are understood, while the
cooks must be sure that they have understood correctly.
The context
CONTEXT: Set of circumstances in which the Communication occurs. Depending on the
context, the message may have one meaning or another; in fact, the context in which any
information is said must always be taken into account, as otherwise it may lead to
misunderstandings.
Disturbances and redundancies
To see all the elements of the communication process, we would lack to see the barriers
or what is the same, a series of factors that we call "NOISE".
NOISE: Any factor that disturbs, interferes with or creates a confusing communication
situation. It can be internal, when, for example the receiver is not paying attention, or
external if the problem comes from the outside, for instance when there is too much
noise in the kitchen due to the machinery being used at that time. The chef may give a
command out loud but the cooks cannot hear him because of the noise.
Redundancies in a message are the use of elements not necessary to the communication,
but still help the passive capture of the statement on the part of the receiver.
The information communicated and its measurement
The information is the set of data that allows to extend or to specify the knowledge that is
possessed on a certain matter.
Loss of information in the communication process:
What is meant.
What is thought.
What is said.
What you listen.
What you hear.
What is interpreted.
LOST INFORMATION.
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Rules of good communication
Starting from the fact that there are 3 forms of communication:
gestural, oral and written; let's see the rules that help
achieving good communication. Oral communication is the
most common means of human relations and effectiveness
depends on the correct use of oral language. It is
recommended:
Send clear, understandable messages that are appropriate to the
possibilities of the receiver.
Use expressions that "facilitate" communication and avoid those that
"obstruct" it.
Assuming an attitude of empathy with the interlocutor. To "put oneself" in
the other's place.
Listen attentively. (Active listening that we will see later)
Clarify differences in perceptions.
Eliminate or avoid noise or interference.
Avoid prejudices, try to put them aside.
Control emotions that may impair communications.
On the other hand, so far we have seen that the communication process has different
elements and factors that can favour it or, on the contrary, hinder it. In addition, the
ultimate goal of a communicative process is that the message intended by the sender
reaches the receiver as accurately as possible.
For this reason, if we want to achieve that goal orally and with the specific type of
communication in restoration, we must bear in mind that the message we are trying to
transmit must have the following characteristics:

Clarity:

In general terms it means to express oneself in such a way that a
person of average culture can understand the message.

Concision:

To use only words that are indispensable, the right words, and those
that give meaning to the message in order to express what is meant.
For example, when the chef sings the commands: ―Table one: two
tenderloins to the point‖. There is no need to say more at that time.

Coherence:

The order of ideas should be such that the listener does not have to
coordinate them in his brain. Thus, the exposition of ideas has to be
logical, without contradictions.

Simplicity:

It refers to the composition and the words used.

Naturalness:

Is achieved when the emitter is using the expressive mode and his own
vocabulary. To speak naturally is to use one‘s own words and phrases,
without searching rare words or speak too much.

COMMUNICATION REQUIRES SOMEONE WHO SPEAKS, BUT ALSO SOMEONE WHO
LISTENS AND PARTICIPATES.
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LESSON 2 - ORAL EXPRESSION
Speaking is not just talking. A large number of
contributing factors influence and are part of correct
oral expression.
Importance of oral expression
As we have already mentioned, expressing oneself
correctly is fundamental, since it is the only way to
encourage and create the interest of our
interlocutors, thus getting them to pay attention to
our words, to participate in the presentation by
contributing their ideas and arguments, and to
create an environment favourable for communication.
Ways of speaking
•
•
•
•

Articulation: It is the correct vocalization of words. It allows to emit and to
understand the message.
The emphasis: It allows to underline something important or to express an
emotion emphasizing one or several syllables.
Inflexion: Suggests nuances, orients the sense and the way of interpreting it.
Breathing, a physical need to catch one's breath, gives rhythm to the speech.
Gestures: Accompanies language and is considered non-verbal language.

Classification of oral communications
There is a great variety of classifications that
can be differentiated in oral communications.
According to the number of participants
•

•

Individual: When only one sender and
one receiver are involved. Normally, it is
also
said
that
it
is
individual
communication when the sender is the
one that sends the message and the
receiver only listens.
Collective: If several people participate. A
single person addresses a group, or two
or more groups communicate with each other. It aims to exchange knowledge,
suggestions, opinions on a subject.

There are different forms of classification within the collective communication that are:
the conversation, the interview, the debate and the forum, although according to
authors we can see them classified in a different form.
According to the professional category
Like any business, a restaurant must have a clear organizational structure that is known
to all employees. That structure not only refers to a hierarchical order; it also establishes
the channels of communication.
•

Ascending: If this is done from lower to higher. This can be any type of
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•
•

communication (interview, conversation, meeting...). Example: from some kitchen
assistants to the manager
Horizontal: It takes place within a framework of equality between people of the
same category, for example, between cooks.
Descending: If the communication starts from a superior, he must adapt the
message to the person of lower rank. From chef to cook.

Meeting: We can define it as a group of people with common interests, temporarily
united in a place to make decisions, to be informed or to be entertained.
Communication, coordination and teamwork. All this can be achieved with a single
action, that is very complete: the meetings between kitchen and room together. Ideally,
these meetings should be held periodically, approximately every 15 days. The benefits are
the following:
•

•

•

Teamwork: Bringing both departments together to talk to each other fosters
communication, union and the feeling of being partners in the same team. These
meetings at formative level are not only used to know and better understand the
work of the other, resolving many misunderstandings, but also to value and know
each other better
Coordination: Meetings are also used to comment on incidents, analyse causes
and seek coordination solutions, creating teamwork protocols defining priorities,
responsible parties, etc. Working these aspects regularly promotes better
preparation and predisposition that generates fantastic results.
Effectiveness: The more communication, the less conflicts, the more union, the
more understanding and the better working environment. The fact that
communication takes place through formal meetings in moments of tranquillity
facilitates the quality and efficiency of the work.

According to whether or not they belong to the company
•
•

Internal: When the people involved are in the same premises or belong to the
same company.
External: If the conversation takes place between people who are not in the same
place or at least one of them does not belong to the same company.

The oral expression technique
When making an oral presentation it is essential to take into account the following
aspects:
1. To whom will you speak? You must know the number of people, their social status,
their age, sex and common values of the group, although taking this into account
does not mean that the person speaking identifies with it.
2. Where will you speak? In what circumstances? You must be informed about the
nature of the meeting in which you are going to participate.
3. You must prepare and know the subject since it is not possible to improvise for a
long time. The oral presentation must fulfil its first function which consists of really
providing a content, giving substance to the speech.
4. The data collection can help you make an orderly and complete presentation.
We all know that you learn to speak by speaking
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Vocabulary and its use
We all know that vocabulary contributes to
enriching communication, as long as it is rich and
adapted to the interlocutors, getting them to show
interest, because they understand each and every
one of the words used, as well as the literal
meaning of the phrases and contents of the
message.
Vocabulary is therefore the fundamental part of
language and this can be divided into three
different parts:
OFFICIAL LANGUAGE: It is characterized by a deep knowledge of the language, a wide
and very rich vocabulary, use of terms or technicalities of a company or profession,
great expressiveness and linguistic resources.
FAMILY OR COLLOQUIAL LANGUAGE: It is characterized by spontaneity and natural
expression, concrete language, normal vocabulary adapted to the family members,
friends or co-worker at a same level.
JARGON LANGUAGE: A Language that is acceptable and utilized sparingly within a
certain group of people. The kitchen staff for example will use phrases and words that an
outsider cannot understand completely.
VULGAR LANGUAGE: It is characterized by a shortage of vocabulary, always repeating
the same pronunciation errors, grammatical errors, use of vulgar terms, etc.
The communication with customers is mainly effectuated by the front line employees.
Those are the waiter in the restaurants and the front-office clerks in the hotels. Whether
they are frequent or occasional customers, the clients place a high degree of trust in the
person who attends them, as soon as they arrive in the hospitality company. The
treatment they receive impacts greatly their level of satisfaction an whether they will
come back or not and communication is a vital part of it.
For example, to carry out a successful dining service, you should always use positive
language that conveys good sensations and good messages to your receivers. Remember
that the content of what you say is just as important as the way you say it.People who
use a language in which they use pleasant words, who leave behind bad words, who
speak with a certain relaxed tone and who express happiness, are the people most loved
and most pleasant to listen to.

WORDS TO USE
These are strong words that give weight to arguments, are positive
and help to convince the interlocutor.
Advantage
Good relationship
Quality
Effective
Innovation

Interesting
Professional
Service
Solution
Result

Simple
Improvement
Discover
About us
Warranty
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LESSON 3 - HOW TO OVERCOME THE FEAR OF PUBLIC SPEAKING

One of the fundamental problems in oral expression is the apprehension that many
people feel when speaking in public. In some cases, it could even be classified as "fear".
Could this situation occur in a kitchen? A cook speaking in front of a large number of
people? Of course. Some TV company could come to record the cooking process or maybe
one day you will win a cooking contest and will have to address the public.
Negative thought control
Usually when you have to face a talk, conference, or public exhibition, you feel tense,
nervous, anxious thinking about whether you are going to do well, whether you will be
up to the circumstances, or on the contrary, you will forget the subject, and won‘t be able
to face the situation.
We can consider these types of thoughts as negative, since we take for granted in
advance that our receivers or listeners come to the conference/talk only to see our
failures.There are some issues that we must take into account before making a
presentation, and that will help us control our nerves prior to it.
There are many variables to control, but they are basically grouped in two groups:
1. Prepare the presentation conscientiously
We must be methodical, with foresight, and follow a series of guidelines that will give us
confidence in ourselves and help us learn from our mistakes before exposing ourselves to
the final presentation. In this case improvisation is not usually a good idea. If we were to
present a dish to the public we must be clear about the properties of the product we have
used in its preparation as well as cooking techniques or temperatures, among others.
2. Controlling nerves during presentation
We can prepare a brilliant presentation, with a spectacular support, but that could
finally end up in disaster.
If we're getting nervous when it comes to public speaking, it's because we're anticipating
negative thoughts about the presentation.
Analysis of: what do we want to communicate?
When we prepare a topic, we have to keep in mind that it is essential to use positive
words to increase the value of the statement. It is necessary to express oneself in the
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clearest and simplest way possible, in the correct way, with coherence.
Non-Verbal Skills
Like any other language, body language also has
words, phrases and punctuation. A speech with
inappropriate gestures will make the verbal
content less credible. Each gesture is like a single
word and a word can have several meanings. Only
when the word is part of a sentence can its correct
meaning be known. What is said is just as
important as how it is said.
Body Rhythms
Every time a person speaks, the movements of his hands and fingers, the nods, the
blinks, all the movements of the body coincide with the compass of his speech.
Facial Expression
The face is the fundamental means
for expressing emotions, moods or
attitudes such as joy, surprise,
sadness,
fear,
anger,
disgust,
contempt, frustration, discomfort,
etc.
The smile is an important type of
facial expression that serves to open
the channels of communication. A
smile in a good timing is able to
prepare the way and facilitate
communication with our listeners.
Whether in an exhibition, in a talk, in the restaurant room, in the kitchen or else, when
we address a client or our colleagues with a smile we are greatly facilitating
communication.
SMILE, NOT LAUGHTER OR GIGGLE. It is a subtle gesture, which can occur
throughout the conversation to a greater or lesser extent depending on the topic covered.
Look

It plays a key role in communication and is also the most precise indication of a person's
emotional state: joy, sadness, fear, anger, surprise, disgust or affection are interpreted by
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simply observing the movements of the face of the interlocutor.
Probably the most important point of facial communication is found in the eyes. Eye
contact is a key signal in communication with others.
Proximity
When we speak of proximity we are referring to the space that is essential to maintain in
order to have a correct communication. Sometimes the mistake is made of not leaving
enough space for two or more people to feel at ease when they talk to each other.
Sometimes it can be the case to see us in a very reduced space of work since some
restaurants have a very small kitchen. In any case, it is necessary to try as far as
possible not to invade the space of the other person.
Appearance
The appearance includes, in addition to the physical appearance, aspects such as dress,
hairstyle, make-up, beard, etc. But the appearance or presence is not only that, but the
projection that emanates from the person.
It is the language of the body. And in it intervene the general aspect, the way of walking
and moving, the expressions of the face and the look.
It is therefore necessary to take care of the external image, as well as our manners and
expressions in a first contact, since a smooth start will depend on it. Can you imagine
entering a restaurant where everything is perfect but the waiter is unbalanced and with
dirty clothes? Surely if that happened our perception of the waiter as well as the place
would change automatically.
The good presence, being and feeling pleasant to the sight of others, makes people more
confident, which greatly enhances their personal, professional and social development.
Some recommendations to adopt in order to project a positive personal image:
•

•
•
•
•

The Posture. When talking about standing or sitting, one must acquire an upright
posture, with the abdomen tucked in, chest raised and the chin up. This gives a
good image and good health, because it gives the back and spine the deserved
posture.
The Look. When you talk, you have to keep your eyes on the person you are
talking to. The look must show interest.
The Smile. One of the most valuable techniques in the projection of a positive
personal image. It must be sincere.
Arms and hands. The most appropriate and correct thing is to cross your arms
behind your back and hold your hands.
The Vocabulary. The right thing in a conversation is to use a common and
ordinary vocabulary without falling into the vulgar and ridiculous.

The first impression is the one that matters
It has always been said that the first impression is the one that matters, so appearance
is extremely important. And many times the first impression is our greeting. Not only the
greeting is different depending on the culture in which we are, so it will be very important
that we study the PROTOCOL of the area we are going, in order to be able to act
correctly.
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Empathy
Empathy is the ability to understand the feelings of others, or in a more generic way, the
ability to understand their realities, being one of the most studied topics in recent years,
directly associated with active listening.
Satisfied clients, who leave happy and willing to return, this is the ultimate goal of any
hospitable organization. How to achieve this is the "secret of success". For a team to work,
it needs leaders who are committed to their staff and, most importantly, who strike a
balance between all the elements. Empathy plays a very important role in this objective;
we must be empathic with customers and also with our co-workers.
Empathy is a shared emotional response made up of three factors:
•
•
•

ABILITY to discern affective keys in others.
Emotional SENSITIVITY to experience emotions.
Cognitive CAPACITY to adopt the other's perspective and role.

In this way we can say that empathy is the ability to put oneself in the place of the other
trying to understand what goes through his/ her mind, how and why he feels this way.
There are many advantages to being emphatic:
•
•
•

Facilitates communication
Helps with comfort
It is a great facilitator in the resolution of conflicts…

Beware!

•
•

Like everything else, extremes are dangerous.
Being continually empathizing with others can create an emotional disconnection
with ourselves that can be very dangerous.

Assertiveness
Assertiveness is another aspect that a good speaker has to have. It is the ability to be
clearly, frankly and direct manner of speakng, saying what one wants to say, without
hurting the feelings of others, or belittling the worth of others, only defending their rights
as a person.
The principle of assertiveness is the deep respect for the Self, the basis for initiating and
building respect for others.
Assertiveness is, above all, an attitude of self-affirmation and defence of our personal
rights, as well as a resource of communication with others that includes the expression
of our feelings, preferences, needs and opinions.
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It includes three main areas:

EXPRESSION OF POSITIVE FEELINGS
Make or receive compliments.
Express liking or affection

SELF-AFFIRMATION

Defend our legitimate rights.
Make requests.
Express personal opinions. EXPRESSION OF NEGATIVE FEELINGS
Manifest disagreement or displeasure.
Know when it is justified to do it.

The characteristics of assertive people are:
They know themselves and are usually aware of what they feel and want at
each moment.
They accept themselves unconditionally, always preserving their own respect
and dignity.
They know how to understand and manage their own feelings and those of
others. For this reason, they are capable of dealing with conflicts, failures and
successes.
They remain true to himself, feeling responsible for their actions and
emotions.
They demonstrate an active attitude, always aiming to achieve their goals.
They image is usually authentic.
They respect and value themselves and others. Thus, they are able to
express and defend not only their rights, but also the rights of others.

Non Assertive -Passive
The non-assertive attitudes are:
Inhibition-passivity: Inhibition is a type of non-assertive behaviour that is
characterized by submission, passivity, withdrawal, and a tendency to
excessively adapt to the desires of others, without weighing one's own
interests, feelings, rights, opinions, and desires.
They allow others to get involved in situations they don't like.
They tend to be quiet or to speak quietly and insecurely, to be nervous and
to avoid eye contact, thus showing their discomfort when relating to other
people.
They dare not refuse requests or feel guilty about doing so.
They think they need to be appreciated by everyone and believe that if they
stop being submissive, they won't get recognition from others.
They dare not to defend their rights because they do not respect themselves
enough and tend to believe that the rights of others are more important than
their own.
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Aggressive attitude
Aggressiveness is another form of non-assertive behaviour opposed to the previous one.
The aggressive person does not respect the rights, feelings, and interests of others and,
in its most extreme form, includes offensive, provocative, or attacking behaviours.
Apparently, they are self-confident, frank and sincere, but on many occasions,
these behaviours are manifested inappropriately.
They are prone to express their opinions in a demanding, hostile and
threatening manner.
Any conflict or disagreement is like a fight where there is no choice but to
win or lose (usually, they go for the first one) believing that giving in is a loss.
They consider imposition or violent conduct as an appropriate method of
conflict resolution.
They do not consider the rights and feelings of Others.
Their aggressive behaviour can be physical and, above all, verbal. The
latter will be direct (threats, hostile comments...) or indirect (sarcastic
comments), accompanied by aggressive non-verbal behaviour (gestures, tone
of voice...).

Knowing how to be assertive provides important benefits:
•
•
•
•
•

Increases self-esteem.
It gives you the satisfaction of doing things with sufficient capacity, increasing
your self-confidence and self-assurance.
Improves social position, acceptance and respect for others.
A recognition of the capacity of oneself. Personal rights are strengthened.
Assertiveness is also often used to solve psychological problems and reduce
social anxiety.
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LESSON 4 – HOW TO COMMUNICATE WITH THE CUSTOMER

Facilitating messages: verbal and non-verbal
The stress level to which waiters, cooks and front-office employees are often subjected is
potentially high. And these rates multiply when things aren't going well at all.
For various reasons (it doesn't just happen in restaurants) there are days when anything
you do seems to go "upside down". It is technically impossible to deal correctly with any
contingency, if the communication does not guarantee minimum clarity. In fact, minor
details can lead to really big problems if things are not communicated and clarified in
time.
The atmosphere in the hospitality companies is full of conversations (including
arguments that normally should not be there or expression of disagreement.
Remember to always encourage positive communication.
What to avoid while listening?
•
•
•
•
•

Do not interrupt the speaker. If the manager or the chef cook gives an order, we
will hardly hear it if we interrupt him or start talking to other colleagues.
Do not judge.
Do not offer help or premature solutions unless requested by the interlocutor.
Do not tell "your theory" while the other person needs to talk to you.
Avoid the "expert syndrome", when someone poses a problem to you, you already
have answers, even before you have heard the whole conversation. This usually
happens in a kitchen because many preparations can be carried out in different
ways and we believe that ours is the only valid one.

When to use active listening?
•
•
•
•

When
When
When
When

you want to motivate the speaker to speak.
the interlocutor reports something he or she considers very important.
you want to neutralize aggressive feelings and verbalizations.
you want to calm the interlocutor and promote a positive relationship.

What to say when listening
•

•
•
•

Adopt incentives for the speaker. It is convenient to use VERBAL INCENTIVES
during the conversation, such as "I see", "if", "I understand", "uhm, uhm", "I agree",
etc.
Make no judgements.
Use an appropriate tone of voice.
Slow down. Speak slowly, so that others can understand you perfectly.
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•
•
•

•
•
•

Sometimes in a hurry in a kitchen this task can be complicated, but we should try
as much as possible to facilitate communication.
Change your posture. Even when you're presenting to a two-person audience, it's
essential that you keep your head up.
Accept your accent.
Adjust your tone. Very high-pitched voices are perceived as squeaky, while lower
voices convey authority. When you ask a question, end it with a higher tone; when
you make a statement, add a lower tone. If you end your statement with a high
tone, you will look nervous, insecure, and unreliable.
Smooth your rhythm. The overall rhythm of your language should be stable and
confident.
Pause when appropriate. Pause briefly before and after making an important
observation or making a transition between ideas.
Regulate the emotion in your voice. The timbre describes your vocal attitude.

Non-Verbal: "What to do when
listening"

Adopt an active body posture. By
means of face, hands, legs, way of
sitting, etc., you are demonstrating
to the sender of the message if you
are really interested in listening to
him.
Maintain eye contact. The best
way to show interest is by looking into the eyes of the receiver/emitter while allowing us
to listen, observe gestures, their gaze.
Adopt facial expression of attention.
Emit non-verbal incentives (gestures) for the speaker. To move the head nodding, to
smile…
Verbal: "What to say when speaking"
Declarations of wishes. They are phrases such as "I want you to do this", where this
indicates a specific behaviour that we request from our interlocutor.
Statements of feeling. When I tell a person that a certain behaviour makes me feel good
or bad, I am directly informing them of my feelings, thus helping them to get to know me
and thus facilitating communication.
Statements of Impressions. Communicate an impression, that is to say to another
person what he thinks he has perceived, heard or imagined that passes through his mind,
so that this confirms or denies the impression.
Open-ended questions. It determines a general area of interest that allows the answer to
be decided by the person who has to answer, but...
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WATCH OUT!
...remember that you are always the one who carries the rhythm of communication so
you must be in control and know when to stop.
Closed or direct questions. Ask for specific and concrete information that can
sometimes be answered with a simple YES or NO. For example: "Have you made tomato
sauce?‖
Obstructive messages: Verbal and Non-Verbal
Actions or words that hinder communication. They can be Verbal and Non-Verbal.
Verbal
•

Conversation cuts. If a conversation is cut off, the person sending the message
feels uncomfortable and even damaged, and may end the conversation. The
communication is broken.

•

Too long statements. When more than a minute is taken to make a statement or
series of statements, without giving the opportunity to respond to the other person,
there is a possibility that the other person will lose the sense of the statement and
not understand our wishes.

•

Ask reproach questions. It is a rhetorical question that is asked not to get
information but to indirectly convey a desire or feeling of dissatisfaction (a
reproach).

•

Generalizations about ways of being. When the message describes a behaviour
in general and not specific terms.

•

Self-defence and attack messages. To defend oneself is to respond to a
judgement or criticism, trying to show that what has been done was justifiable
and even correct, good;

Non-Verbal
● When the person sending the message communicates something through facial
expression, tone of voice, body expression; which is totally opposite to his words,
the verbal message contradicts the non-verbal one.
● Someone communicates with his words that he feels very happy while his way of
looking and moving indicates the opposite, sadness.
● Inappropriate gestures that produce discomfort between sender and receiver, thus
ending the conversation.
Recommended readings:
 Richard West, Lynn H. Turner, Interpersonal Communication (2018), CA: SAGE
 Richard Ellis, Communication Skills. Stepladders to success for the professional
(2009), Bristol: Intellect Books
 Perry MacIntosh, Richard Luecke, Jeffery H. Davis, Interpersonal Communication
Skills in the workplace (2008), American Management Association
 Ellen Kahaner, Great Communication Skills (2008), NY: The Rosen Publishing
Book.
 Charles Conrad, Marshall Scott Poole, Strategic Organizational Communication in
a Global Economy (2012), West Sussex: Wiley-Blackwell Publishing.
 P. Cenere, R. Gill, C. Lawson, M. Lewis, Communication Skills for Business Professionals (2015), Cambridge: Cambridge University Press
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Evaluation Test of Topic 3
What role does communication play?
Essential for personal, social and professional relationships.
It is not the most important thing in society.
Knowing how to speak correctly is enough.
Who is the sender, in a communication?
The one who listens
The one who transmits, ideas, thoughts, sensations... etc.
The means by which communication takes place
Who's the receiver?
The one who transmits any type of communication
The one who is not yet in the communication but tries to listen to what is
transmitted in it.
The one who receives a communication, listens to it, processes it and draws
conclusions about it.
What is a communication disturbance?
It is everything that makes it difficult, hindering it, making it possible to break
it in the end.
It is the lack of experience of those who transmit.
It is what must always appear in the communication in order to be effective.
Is there a loss of information in the communication process, i.e. between what the
sender says and what the receiver understands?
Sometimes it can happen.
No, it never happens.
Indeed, most of the time, it occurs if the basic rules of communication are not
taken into account.

Empathy makes it easy:
Communication helps comfort and facilitates problem solving.
Forgetting problems
Expose ideas.
Empathy is a skill that allows:
Understanding others
Talking about others
Understand others but always without disconnecting from oneself
Assertiveness is characterized by:
The ability to be clear, frank, and direct, saying what is meant, without
hurting the feelings of others
The ability to say what you want and how you want
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The ability to always have fun
Characteristics of an assertive person:
One knows oneself.
Active, authentic attitude.
Respects and values oneself and others.
All of the above are true.
NON assertive (passive) attitudes in a person:
Passivity, submission, forced adaptation to what others want.
Low, insecure voice.
They do not dare to defend their rights.
All are true.
NON-Assertive-Aggressive Attitudes:
Hostility and threat
Taxation
Violent conduct
All are true
What do we call negative thinking in oral presentations?
Everything that makes it difficult for us to carry out a correct talk, and causes
us to be nervous, to feel anxious and our ideas get blocked, leaving us blank.
That which makes us think just before entering to give the talk.
The sensation that makes us be aware of everything.
What issues are important to prepare before a talk?
It is not necessary, to do anything in particular, except beginning the
exposition with a greeting.
Prepare everything that we consider important in the talk, analysing what we
want to communicate to our listeners, and who are the listeners, the main
ideas we want to highlight and those who are subsequent.
The illumination plays an indispensable factor in the talk, over and above
even the words of the speaker.
The steps to relax before facing the audience are...
Take a deep breath, imagine a positive situation, keep the breathing rhythm
constant, gradually relax the muscles.
Thinking that everything is going to be fine and if it is not so, nothing
happens at all, because it is part of the learning and the next time will be
better.
The two previous ones are correct.
What is non verbal language?
Gestures, gaze, movements, etc.
The language of gestures.
The above two answers are correct.
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Why are nonverbal skills important?
Because what is said is as important as how it is said.
Because a speech with inappropriate gestures detracts from the credibility of
the verbal content.
If the speaker's words say something, and his gestures indicate the opposite,
what lasts and remains valid is what his gestures indicate.
All of the above is correct.
The gaze is one of the most important verbal components.
True
False
Depends on the situation
Why is it necessary to express yourself correctly?
To look good with those who listen to us
To convince those who hear that we're right
To get them to understand us and thus establish a communication with our
interlocutors
In oral expression, is the articulation?
It allows you to underline something important or to express an emotion by
highlighting one or more syllables.
They accompany the language and are considered as non-verbal language;
they serve to reinforce and punctuate the speech.
Is the correct vocalization of words. It allows the message to be emitted and
understood.
And the emphasis is?
Allows you to underline something important or express an emotion by
highlighting one or more syllables.
It is the correct vocalization of words. It allows the message to be conveyed
and understood.
They accompany the language and are considered as non-verbal language;
they serve to reinforce and punctuate the speech.
The cultured language is characterized by...
Deep knowledge of the language, a broad and very rich vocabulary, great
expressiveness and linguistic resources.
Use of terms or technical terms specific to a particular company or profession.
Great expressiveness and linguistic resources, abundance of vocabulary and
correction.
All of the above are correct.
When you listen, what should you do?
Thinking about our things
Be impartial about what we hear
Adopt an active posture: body, face, hands.
What are open-ended questions?
Those that can only be answered with a YES or NO
Those who leave the opportunity to answer with an explanation.
The two previous ones
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What are Obstructive Messages?
Those that make it easier to communicate with others
Those who make it difficult to communicate with others
The ones that are emitted when we talk habitually.
What is non-verbal communication?
The language
The words
Gestures, glances…
Kinesics studies.....
The Words
The Context
The Gestures
Gestures suppose in the communication...
An unimportant part
are as important as the words that are said
should not be taken into account
What gestures denote insecurity, lies?
Cover your mouth with a cough, touching your lips, touching your nose, using it
with dissimulation. Rubbing the eye, avoiding looking at the person's face.
Rubbing the ear.
The two above are correct..
Body language includes…
Movements, posture, position
Use of arms, facial expression, eye movements, handshake, walking way,
physical distance from people
The above two are correct
Is this statement real? Non-verbal signals are 5 times more influential than oral
signals, and when they are inconsistent with each other, people rely more on the
non-verbal message.
True
False
Depends
When we shake hands, what would be the right way to do it?
Place your hand underneath.
Place your hand straight and horizontally.
Squeeze hard.
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A customer eats in your restaurant and says that the bottle of wine he has
ordered does not contain the type of wine indicated on his label. He is right and
you have to admit it. What are you doing to compensate him?
You give him another equal bottle, but you blame the supplier for the
problem.
You offer another bottle and you apologize
You do not know the customer, he is not a regular, and you ask him if he has
ever tried this type of wine. Then you tell him that the manufacturer has
made his organic production and that maybe that's what has changed the
taste.
You do not accept the complaint because you think that the client does not
know anything about wine and you tell him.
A customer enters your restaurant, where many other customers are waiting to be
served. His behavior indicates that he is in a hurry. This customer ignores the
other customers and asks the waiter directly without worrying about the other
customers.
The waiter tells him that he will attend him when he finishes attending the
clients who have arrived before.
The waiter serves him as soon as he arrives.
The waiter serves the hurried customer as he arrives. The other clients will
tolerate this if they are compensated for waiting, and the waiter is able to find
help in order to assist them.
Customers who are in a hurry have to be served as soon as the waiter is able
to find help so that these customers will not leave without consuming.
The clients must be sure that they will be taken care of as soon as possible.
The waiter is upset in front of other customers.
A customer has eaten at your restaurant and leaves. The customer says goodbye
to the waiter who has served him, but the waiter is busy attending the next
customer and does not respond. While the client walks to the door, he hears the
waiter say to another customer: "Sorry to make you wait, but some customers are
very demanding and demand a lot of attention. His indecision makes us waste our
time."
The waiter must be discreet.
The waiter should be friendly and share his opinions and thoughts with
customers, especially if he has had them waiting.
The waiter should not talk too much while explaining the menu to the clients.
A customer enters your restaurant and at that precise moment, the waiter is very
busy cleaning and placing new cutlery on the tables. When the door opens, the
waiter looks over and supposedly sees the new customer. Analyze this situation,
choose the answer that you consider correct.
Continues to clean and place the cutlery, and when finishes, serves the
customer.
The employee stops what he is doing and will go and ask what he can do for
the client.
The employee apologizes to the client who enters the restaurant explaining that
he will finish what he is doing right away and asks the client to wait. The client
must understand that it is necessary to keep the restaurant clean and tidy.
The employee must stop what he is doing and attend to the client first.
The employee can continue with his work because he has already explained it
to the client.
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Your client says he ate at your restaurant a couple of days ago and explains that
he had a lot of digestive problems after that meal. He believes he must defend
himself and probably won’t return to your restaurant. The client threatens to
report you to Health Department.
You do not believe him and you tell him.
You reflect on the situation and invite the client and his family to dinner.
After a complicated customer, another one appears in the restaurant. You as a
chef, you receive the complaints of discontent client from the waiters. You come
to listen to him since he has claimed your presence. Now you have a client's
nightmare, which bombards you with cynicism. Criticize the selection of food and
the way it is made. What do you do to keep the client ?
You try to stay cool and act professionally.
You tell him that if he does not like it he can always go anywhere else.
Cook: You give the customer answers based on facts and do not let it hurt your
feelings. Maybe the client calms down and changes his own behavior. Perhaps
your sympathy will calm your client, although he may still want more specific
information.
You agree
You don‘t agree
You have a partner who, every time he receives a complaint from a customer,
justifies himself saying that he wasn’t there. Asks the customer to return at the
time the responsible partner is present in order to tell him.
The client must be given a solution when requested (not days later) and if
necessary we must apologize on behalf of our partner
You give the customer the name and surname of your partner, together with
his telephone to call him.
You do not address this complaint because it is not your fault.
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Topic 4 Leadership and Teamwork

Training hours:

8

Topic
Annotation:

Leadership is the ability to take the initiative, manage, call,
promote, encourage, motivate and assess a group or team of
people belonging to the organization to voluntarily commit
themselves to achieving specific objectives.
This learning module is aimed at providing the trainee with the
necessary knowledge and techniques to develop these related
soft key competences adapted to the hospitality sector, and
become successful professionals.

Learning
objectives:

● Help students to be aware of the importance of leadership
skills in the hospitality sector to achieve professional
success.
● Increase the efficiency and productivity of the people who
participate in the module as well as their teams' and
organizations.
● Create the culture of excellence in the leaders, so that
they foster the growth of the people they lead, and
improve their management and team building skills
● Train leaders who promote the application of the
strategies defined in the hospitality organizations in
which they work, understanding that leadership begins
with oneself
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LESSON 1 - THE LEADERSHIP COMPETENCES

TO LEAD is a combination of an inborn aptitude and an acquired ability applied to
influence others, making them to act by conviction, not by coercion in order to achieve
the organization‘s goals

“Leadership is the art of getting someone to do something you want because
he/she wants to do it.”
Dwight D. Eisenhower
Attitudes related to leadership









Spirit and ambition
Positive attitude
Motivation
Technical knowledge in his/her field of responsibility
Integrity and honesty
Self-confidence
Compromise
Respect for the others

92

A hospitality manager, whether a maître or a chef, is a leader with personality and
humility. The first thing he/she has to transmit are values. These are values that he/she
himself/herself must inculcate in the team such as companionship, respect,
responsibility, passion and positivism.

The LEADER…
●
●
●
●
●
●

Has followers
Influences the others
Manages the group
Satisfies team needs
Makes decisions
Reduces uncertainty

Attitudes that leaders should avoid…
Pretending to be always liked by the group
Pretending to be always nice with everybody (it‟s impossible)
Pretending not to have opponents or enemies
Being gripped by image loss
Giving too much importance to being at the top
Treat the people you lead as a simple means to achieve your goals. In a professional
kitchen, all positions are important: from the kitchen chef to the helper.
 Lack of prudence, patience and moderation
 „Pretending‟ more than „being‟
 To think that what's worth is 'I'm in charge here'.
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BOSS vs. LEADER

● The boss has an INSTITUTIONAL power and the leader has PERSONAL power
● Both concepts are not always being linked, all managers are bosses but not all
bosses are leaders.
● It is important that bosses, or those who are in charge of a team, as is the case
with a chef or maître, have leadership skills so they combine both Institutional
and Personal power.
Practical example:
You work in a restaurant as a waiter. The owner, who is also the boss, wants to
improve the presentation of the tables so, one day, he joins all the staff to show and
―discuss‖ his new proposal of the decoration and presentation of the tables. You don‘t
find this new arrangement of the tables that elegant or innovative, but you, knowing
your boss and his personality, prefer to be quiet and accept his new idea. Tom, who is
the latest incorporation to the team, gives politely his opinion. He suggests some
changes to the owner‘s proposal to make it more elegant.
At this point the owner can acquire two different positions: LEADER or BOSS
-

BOSS POSITION: The owner acts as a boss and defends his proposal because
he is who is in charge of his own restaurant. Moreover, someone who has just
join the team cannot choose how the tables are going to be presented to the
clients.

-

LEADER POSITION: A leader assumes that life consists of a constant learning
and that we have to learn from our co-workers, for this reason accepts that
Tom‘s proposal is better than his. In this way, the owner, as a leader, is
showing that he trusts in his team, that he is not ‗superior‘, that his ideas are
as good as his team ideas and that, although he is charge of the restaurant, he
also has ―not that good‖ ideas.
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The art of being a LEADER
Knowing WHAT is what to be achieved
Showing HOW to do it
LETTING the others try. For example, a maître must ensure that his waiters know
how to deal with customers in the right way, and to do so they must practice and
learn.
SHOWINGefficiency
MEASURING progress
Leadership competences
Technical competencies: Related to the knowledge, specialization, techniques or
tools of the position or area of the leader… Both a chef and a maître must be
competent in their field and master the subject in order to teach others.
Personal competencies: Are those developed to interact appropriately with the
people and the team
Conceptual competencies: They refer to the formulation of ideas, understanding
and analysis of abstract relationships, development of new concepts, creative
problem solving…
Leaders HAVE:
Strong personal conviction.
Character and courage to face difficulties.
Self-confidence.
Inner strength.
Sense of responsibility.
Leadership motivation. A leader assumes his/her role.
Motivation for achievement: tenacity, contagious enthusiasm, passion, pro-activity,
initiative...
 Ability to assume risks.








Leaders CREATE:






An exciting project that engages its followers.
A change.
A team.
A climate of trust in the collaborators.
Opportunities for improvement

Leaders CONVINCE:
 Leaders have communication skills: they listen, persuade, convince and influence.
 They have mobilization capacity: they generate enthusiastic adhesion and lead the
action.
Leaders ACHIEVE:
 Volunteer followers.
 Results.
 To stimulate and mobilize the collaborators.
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 To create trust.
 To establish priorities.
 To keep and reinforce cohesion.
With one or more leaders who meet these requirements we will achieve more
communication, less conflict, more union, more understanding and better working
environment in the area of hospitality that, as we know, is characterized with various
problems and miscommunications
Leadership weapons

POWER

AUTHORITY

“THEY ARE NOT OPPOSITES”
POWER is the ability to influence the behavior of others under higher-ranking criteria
and, therefore, not likely to be QUESTIONED.
The ability to force or coerce someone to do your will because of your position of
strength.
AUTHORITY is the ability to influence other people's behavior through conviction and
intrinsic or transcendent motivations.
The ability to get someone to voluntarily do what you want, because of your personal
influence.
It is possible to have authority and not have power (leader employee)
It is possible to have power and not have authority (tyrannical boss)
Power wears out relationships, however, authority reinforces them.
Power is linked to a job position, however, authority is linked to the person.
Power is given by direction; authority is given by collaborators.
Leading a work team
Ensuring customer satisfaction
The word ―client‖ refers to the person for whom the command and its team work.
Managers must always remember that no matter how far away the customer may be, no
matter how anonymous it may be, it is of fundamental importance to serve their interests.
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Knowing the work perfectly
In his/her department the leader should know perfectly the work that is done and
master each new piece of equipment that arrives in the department. If this is not the case
and the leader does not understand the problems of the staff and does not communicate
them to the upper echelons of management, he/she will not earn the respect of the staff,
and he/she will not be able to guide them, train them or guarantee their safety.

Practical example:
Imagine that a chef changes the recipe of the well-known
cheesecake of the restaurant. The chef has included
different kind of nuts in the recipe and, being aware of the
allergens the cake contains now, he informs the maître. The
maître does not give this information on to his waiters
because he is not aware of the importance and how
relevant this can be for some people. The fact that the maître does not do well this
part of his job implies that the waiters, in turn, will not be able to properly inform a
client who is allergic to nuts. What can this imply? That, if someone allergic to the
nuts comes to the restaurant and asks for the cake, thinking that is the same as
always and that it doesn‘t contain nuts, the consequences could be fatal.
This is a simple example that shows why a leader must know his work perfectly and
how he/she has to act in every single situation.
Applying leadership
The staff will not feel satisfied if…
 They are treated like a number
 They are not given the opportunity to express their thoughts and are told that all
they need is what their work consists of
 They are not given the opportunity to take an interest in their work
 If there are not given the necessary tools and equipment
The kitchen is a space that requires creativity, the fact that the cooks let imagination fly
can bring great ideas to the team. Obviously, always under the supervision of the chef.
Managers must exercise direction. They must provide the necessary tools and a pleasant
working environment, explain what their work is for, pay attention to any complaints
they may have, provide something that they can aspire to achieve in the short or medium
term.
Giving clear orders
Clearly formulate orders, making sure that the person being spoken to knows exactly
what is being communicated and why. Unscheduled, rushed, or incomplete orders can
cost the company a lot in the form of wasted time, materials, and effort.
For example, before the service each waiter has to know which tables to take care of. This
way, the room will be organized.
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Acting as liaison and cooperator.
Communications have to be lateral and vertical and the manager has to achieve a link
and effective collaboration with other departments, possibly with other teams and with
people outside the organization. This contributes to build team spirit throughout the
company and reduces frustration at all levels.
Promoting wellness
Disgruntled workers do not do a good job. Their problems must be viewed by the leader
with the same concern and urgency as if they were his/her own problems.
Being able to delegate
Give trivial, routine tasks to people with less experience, more time and less competences.
This way you have more free time and less stress to focus on most important staff and
you are building the capacity in your subordinates, giving them the opportunity to learn
new things and techniques and to have more responsibility.
Recognizing a well done job
If a good job has been done, especially under difficult conditions, it must be recognized to
the person concerned. A phrase of recognition always goes to the bottom of all of us. If a
customer conveys his thanks to the waiter by congratulating the kitchen, the waiter
should give that information to the chef and the chef in turn pass it on to his team.
Being impartial and fair
Do not overburden one while others have little to do.
Don't give some the most unpleasant tasks while others only get the easy ones.
Practical example:
As it has been already mentioned, a good leader has to know his/her job
perfectly. So, imagine that Chris works in a night pub as a manager of
the bar-tenders, they close the pub late in the night when the staff,
including Chris, is tired. For this reason, Chris, as the leader, decides to
write a list of the tasks that must be done before going back home and
close the pub. Chris tasks are:
- Prepare the ice machine for the next day
- Stocking the fridges with new bottles for the next day
- Take out the garbage
- Take out the empty glass bottles to recycle
- Clean up the floor
- Clean up the toilets
- Clean up the bar top
- Put the washing machine and empty it when ready
- Arrange the clean glasses and cups for the next day
As a good leader, Chris decides to arrange a circular system, in this way the most
unpleasant tasks are equally distributed among the staff. Chris wants to be fair and
impartial, so he is included in this rotating system, in this way the leader also does the
unpleasant tasks.
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Be efficient
Four elements must be prevented from being squandered: labor, equipment, materials
and money.
Solving problems and making decisions
Having initiative
We can't just accept things as they are. Why not discover procedures and encourage
others to do the same? Hospitality sector is a field in which we can be very creative in
both the hotel and in the restaurant The rules and practices in force were not established
to limit us, but to guide us, although at some points they are not really useful.
Providing security
Safety in working conditions and methods is the responsibility of the manager.
Communication
Good communication is an important element in personnel management. An effective
leader keeps his/her people informed about the company's objectives and policy and the
changes being prepared. He/she is always willing to listen to the complaints or
suggestions of those for whom he/she is responsible, a leader resolves these issues alone
and passes them on to a superior, making his/her own recommendations.
The leader consults his/her team members and sincerely asks for their opinion. For
these purposes, the leader is the representative of those whose work he/she controls. In
this way we will achieve that the restaurant, hotel or any hotel establishment, works as it
should.
What does the boss expect of the team?
Responsibility
Professionalism
Honesty, loyalty and obedience
Eagerness to improve
Efficiency
Delegation and autonomy
Leadership
Professional competence
What does the team expect of the leader?
Encouragement and support in difficult times
Clear and adequate communication
Trust in his/her collaborators
Honesty, sincerity and be exemplar
A fair valuation
Information
Emotional balance
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Leadership in a team is necessary

To get the most out of people
To retain and keep the best collaborators
To obtain and improve results.
Moreover…
People are organizations' most valuable asses
Technologies which are so widely used today in the hospitality industry (as
automated check in and check out, self-servicing carts etc.) are important but
without properly managed and committed people the results will be very limited.
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LESSON 2 -ORGANIZATION AND MANAGEMENT OF THE TEAM

Teamwork
Teamwork competence is considered to be one of the most relevant skills for increasing
employ-ability and achieving good performance in any organization and job position.
The main aim of this training is to identify in each of us this competence and to learn
different tools to improve it.
Group vs Team
Group is a collection of individuals who coordinate their individual efforts.
Team is a group of people who share a common purpose and a number of
challenging goals. Members of the team are mutually committed to the goals and
to each other.
Compromise
Culture
Task
Dependency
Achievement
Leadership
Assessment

Relative
Limited group culture
Equal distribution
Independence
Individual
achievements
are
judged
There may or may not be a
coordinator
Sometimes, but not always there
is an assessment

High
Shared values
According to skills
Interdependence
Collective achievements
are judged
There is a coordinator
Continuous
evaluation

self-
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Imagine how it is working in the most successful restaurant of the town.
Probably its success does not come only from the quality of the food, but
also the good service and the good teamwork of the staff (waiters, cooks,
salesmen, cleaning staff, receptionists, administrative staff…) make this
success possible.
Thinking about the table above presented, the values of this team will be
something like that:
COMPROMISE

All the staff is highly compromised and
committed with the restaurant and its excellent
functioning.
CULTURE
All the staff members are proud of their
workplace and how they work together.
TASKS
Each staff member has clear his/her tasks and
these are assigned according to each member
skills and preferences.
All of them are aware that their work and tasks
DEPENDENCY are part of a chain. If something goes wrong in
the kitchen, the waiters cannot do their work
properly, and the other way round.
ACHIEVEMENT The restaurant is a success. They do not look at
individual achievements but the success of the
restaurant as a whole.
Alice, the restaurant manager is also the owner
LEADERSHIP and the leader of the team. She manages the
kitchen, the room and the administration staff.
Her leadership skills guarantee the success of
the restaurant.
ASSESSMENT The team has stablished a weekly meeting to
evaluate their job, identify the weak points and
the possible improvement areas.
In the hotel industry, it is essential that all the members of a team share
and have the same values in order to achieve the best possible results.

Working in a team means feeling comfortable working with others, even if they are very
different, and putting the interests of the group ahead of your own.
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Competencies associated to teamwork
Self-confidence
Self-control
Positive vision
Communication
Empathy
Flexibility
Conflict resolution
ADVANTAGES of working as a team
More ideas – more solutions
Constant learning from the rest of the team
Practice sociability
Responsibilities are shared
You get help from others
The work is more bearable
Frustrations are shared
Good news is shared
Accept criticism.
Friendship.
Cooperation.
Optimism.
Productivity.
Security.
More information is obtained.
Knowledge management within the company.
Value is recognized as a person in the group.
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Why work as a team?
From an individual point of view
●
●
●
●

Security
Self-esteem
Mutual benefits
Sociability

Greater productivity

From an organizational point of view
●
●
●
●
●
●
●
=>

Complementing skills
Synergy
Commitment and development
Greater communication
Greater flexibility is given
It's cheaper
Creativity
Better results

Teamwork roles

Teamwork roles
Each member of a team assumes a role in the team. It is common that each member
takes a role according to his/her personality.
For example, a person with extensive cooking experience, good time management, social
skills and leadership skills is likely to be the chef's second choice.
Theorists do not agree on a single classification of the roles. However, we can take the
following as example.
Belbin list
1. PLANT
2. MONITOR EVALUATOR
3. SPECIALIST
4. TEAM WORKER
5. RESOURCE INVESTIGATOR
6. COORDINATOR
7. COMPLETER FINISHER
8. IMPLEMENTER
9. SHAPER
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ALLOWABLE
WEAKNESSES

ROLE

STRENGTHS

1. PLANT

Creative.
Necessary
generate new ideas

2. MONITOR
EVALUATOR

Necessary to
consideration
different ideas

3. SPECIALIST

Dedicated
to
his/her
Limited interests
chosen are of work

4. TEAM WORKER

Necessary
to
facilitate
dialogue and create a good Sometimes he/she avoids
working atmosphere in the facing conflicts
team

5. RESOURCE
INVESTIGATOR

He/she finds out that‘s
Too optimistic, sometimes a
going on and what the
little scattered
team needs

6. COORDINATOR

Necessary to manage and Sometimes, he/she can be
develop the members of the considered a manipulative
team
person

7. COMPLETER
FINISHER

He/she ensures everything
Reluctant to delegate
runs smoothly

take
all

to Some of his/her ideas may
be outlandish
into Sometimes,
too
much
the intellect
can
provoke
arguments in the team
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8. IMPLEMENTER

He/she may act slowly and
Necessary to organize the
insecurely
to
feel
the
team
changes

9. SHAPER

Necessary to inject energy He/she may upset other
to the team
team members

Why is it important to know my role in the team?

SELFKNOWLEDGE
To identify my best contributions to put them in practice in the moment they are
more effective.
To identify my limits (weaknesses)
Position myself in the team to provide greater added value
To gain self-confidence and more job satisfaction.
To identify my training needs and put into practice improvement actions

Why is it important to know the roles of the team?

KNOWLEDGE OF THE
REST OF THE TEAM
Common and neutral language on behaviors and contributions
Working more efficiently and with different kind of people. In the hospitality
industry we will find different types of people both working for the client and
dealing with co-workers. The waiters have to deal with the diners, the hotel
receptionists with the clients, the chef and maître with the sellers when placing
orders, the cooks with the deliverers when receiving the raw material and so on.
To identify, value and enhance the best contributions
Clarify the expectations
Practical example:
Imagine that you start to work as a receptionist
replacing the person who is now on maternity leave.
The hotel is quite big so in order to work coordinated
and smoothly each staff member has to know his/her
own functions and role in the team.
In this imagined situation, you, as someone who is replacing a person with
lot of experience in her job, should think about your position and role in the
company. For that you need to know: what do the rest of the team expect
from you, who are your co-workers, from whom does you work depend, how
is the relationship among co-workers… Regarding the work as such, you
should know how you should treat clients (friendly, courteously, just nice…),
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how the check-in and check-out procedures are done, how online
reservations are managed, how is the communication with the clients by
email, by phone in person…
Moreover, if you identify that there is something that can be done
better and you know how to improve it, put your best contributions in
practice in the moment they are more effective, position yourself in the team
to provide greater added value. And, always, learn from your co-workers and
leaders experience and work in team.

Motivate to get the action

Learn how to be and feel part of a team
Team-building is a continuous attitude that improves with practice. To keep it is
necessary to have some skills, methodology, aims and strategies. It is a training
methodology based in observing, thinking, making and feeling.
It is scientifically proved that we learn the 20% of what we listen, the 50% of what we see
and the 80% of what we make.
For example, a kitchen worker need to learn how to remove the bones from a whole fish,
how to make a steak tartar or flambé some crêpes suzette. This learning must be done
through practice since all of them are carried out in the sight of the client and it is
convenient to acquire previously the necessary skills and abilities to develop the task
correctly.
WE ARE A TEAM WHEN...
We share a HIGHER PURPOSE.
We trust in others‘ abilities, experiences and compromise, to complement our
strengths and compensate our weaknesses
We trust that working together produces better results
We are immersed in a larger framework, in an organizational system.
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From the idea to the action
Moving from the THEORY...
TO THE
ACTION
...with DETERMINATION
Having clear WHAT I want to do
LOOKING AT ME, recognize my capacities, the resources I have, because it‘s that
what motivates me and gives confidence.
Recognizing WHAT I LACKS and looking for new resources that supports me.
Giving permission to FAIL
When I'm afraid, I should remember that if I don't try, I won't know if I can do
it or what can happen. The sense of fear is usually greater than what can actually
happen. For example, sometimes there are cooks who have some hesitation in
making a Dutch sauce for fear of being curdled, and why not, it can happen. But
they have to practice it in order to learn how to make it and, if they cut themselves,
to learn how to fix it.
TAKE THE FIRST STEP, even if you don't quite understand what the next steps
will be like. The first step is to generate change. Until I try, I won't know what's
going on.
ACTION PLAN

WHAT

HOW
WITH WHAT

WHEN
WITH WHOM

Practical example:
Imagine that you, as owner of a restaurant, want to
change the menu of your restaurant. You want to include more vegetarian and healthier options. Moreover, it is in your plans to use 'zero-mile' domestic agricultural products.
These changes cannot be done drastically. You need to
create an action plan.
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The action plan consists of a checklist for the steps or tasks you need to
complete in order to achieve the goals you have set, in this case a complete
renewal of the menu.
As shown in the diagram above it should include the following steps and
information:
 What actions or changes will occur – In this case: change the
restaurant menu, including vegetarian and healthier options as well
as ‗zero-mile‘ products
 How actions or changes will occur – In this case: the changes will be
done progressively, not changing the menu and the suppliers for one
day to the other
 With what resources (money, staff… needed to carry out these
changes) – In this case: For the new menu and the ‗zero-mile‘ options
you need to find new suppliers from your area
 With whom, who will help you to carry out these changes – In this
case: the chefs of the restaurant can help you to find new recipes and
dishes
 When, by when will these changes take place – In this case: maybe
you need a whole month to set everything, you have to establish the
deadlines
This is just an example; you have to find those moments and situations in
your daily activities in which you can use an action plan to establish the
tasks and steps needed to achieve your goals.

ENCOURAGE COHESION, COLLABORATION AND COOPERATION

Five Cs




Complementary: Each member masters a particular area of the project. All this
knowledge is necessary to get the job done.
Coordination: The group of professionals, with a leader as the head, must act in
an organized manner with the aim of succeeding in the project.
Communication: Teamwork requires an open communication among all the
members of the team. It is essential to coordinate the different individual
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proceedings. It is necessary to insist in the good communication that must exist
between the room and the kitchen since it is very habitual that this does not
happen.
Confidence. Each person relies on the good work of the rest members of the team.
This trust leads them to accept and put the success of the team before their own
personal brilliance. Each member tries to contribute the best of himself, not by
seeking to stand out among his colleagues but because he trusts that they will do
the same; he knows that this is the only way for the team to achieve its objective.
Compromise. Each member undertakes to contribute the best of himself or
herself, to put all his/her efforts to bring the work forward.

RECOMMENDED AND ADDITIONAL READINGS

Additional reading 1

What kind of leader are you?
5 leadership types and the traits they entail

There is never a one-size-fits-all ideal leadership type -- management styles and traits
vary among people and companies. But one thing is clear: bad leaders are among the
primary reasons why employees quit their jobs.
Great leaders, however, know how to provide direction, create an inspiring vision, help
others, take initiative and inspire people to give their best to move forward.
ESADE visiting professor Jaap Boonstra reveals 5 types of leaders and their main
characteristics in Perspectives on leadership, an article published in Harvard Deusto
Business Review.
Which types of leaders have you worked for, and which kind are you?
1. The traditional leader
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The traditional leader induces people to do something they wouldn't do on their own
initiative. This type of leadership involves the possibility of sanctioning or rewarding
employees to try to influence their performance results.
Many leaders use power to push people to achieve results through orders, rewards
and sanctions. This type of leader also uses more subtle forms of power, such as using
experience and information, analyzing past events and establishing coalitions to make
things happen.
In this leadership style, power and leadership are strongly related. However, it is an
illusion to believe that people can be eternally motivated through power.
In periods of change, the use of power often leads to a "compensatory power": employees
resist change, and those in charge believe this resistance can only be overcome by using
power. At that point, change quickly leads to a game of stagnation of power.
2. The official leader

Official leaders are people who have been officially appointed as general managers or
leaders, and who, accordingly, hold particular rights and responsibilities. Under this
point of view, the leader is the main person responsible for outlining the organization's
goals and how to achieve them.
This leadership style is based on hierarchy, prestige and official power. The role of
official leaders is quite important: They participate in well-defined chains of command
and hold clear professional qualifications and responsibilities.
Official leaders keep an organization on the right path and are accountable to external
stakeholders interested in the company's performance results.
This definition of leadership does not recognize informal leaders and ignores the fact that
people within an organization can have completely different ideas and goals. Official
leadership tends to lead to rigid organizations where people protect their own work
and keep information to themselves, making it difficult for departments to collaborate
with one another.
3. The goal-oriented leader

The goal-oriented leader aims to influence a group's activities in pursuit of a common
objective. This leadership style is mainly reflected in the leader's relationship with the
group of followers and how she ensures that all team members are on the same
wavelength.
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Effective leaders establish clear and attractive goals and motivate their followers to
work together towards those objectives.
According to this definition, the leader focuses primarily on the goals when she tries to
get others involved. However, in a world filled with uncertainty, some people question
whether the goals that leaders set are really clear and whether they can generate
misunderstandings. In the dynamic world we live in, providing direction is becoming even
more important than setting goals.
The goal-oriented leader faces an additional challenge. The notion that it is good to have
all team members on the same wavelength could lead to tunnel vision, making it more
difficult to perceive relevant developments.
4. The transactional leader

Transactional leadership implies a two-way relationship between a leader and her
followers. This type of leader asks others to take on responsibilities in exchange for
something. The most basic type of exchange is salary, but transactional leaders can also
promise support and offer assurance during changing and uncertain times.
According to this quid pro quo concept, the reciprocal relationship lasts as long as both
parties benefits from it.
This type of leadership can lead to dependency, but that doesn't necessarily mean it
affects personal initiative; younger generations in the workforce see salary as less
important than the possibility of growth.
5. The transformational leader

Transformation leaders are those who are capable of motivating others. They do so, for
instance, by offering an attractive vision, meeting their employees' needs, or making tools
and resources available to help people achieve their goals.
This type of management style is also called charismatic or inspiring leadership
because it is based on the art of seduction.
A transformation leader attracts many people. It is pleasant to feel seduced by an
inspiring vision expressed by a strong leader. At the same time, creating a vision for the
future is increasingly becoming a co-creation process in which a number of people share
their ideas and work together to achieve their shared vision.
A transformation leader is perceived as someone who connects people with different
visions, rather than an individual with a solitary vision.
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Transformation leaders also look for opportunities to break established patterns and
create new forms of cooperation among teams to help them take action collectively to
achieve goals and follow the company's vision.
Source: https://www.esadeknowledge.com/view/what-kind-of-leader-are-youa-216280
Additional reading 2
Business strategy: the risks of focusing only on short-term gains
Think for a moment about a century-old company such as Ford. Do you think this
automobile giant will stay in business for another hundred years? Will it be able to
survive just by launching new car models? Surely not...
Today's mobility revolution goes beyond electrically powered engines; it will surely bring
about changes in how we use vehicles in our daily lives. The self-driving car is on the
verge of becoming a reality. In this context, what should a company like Ford do?
The ability to think long-term does not make it easy to implement the changes that the
future requires. In today's world, a business strategy that involves building commitments
- which traditionally strengthened an organization's competitive advantage - can lead to
strategic rigidities. For companies unprepared to recognize this fact and react in a timely
manner, the consequences can be fatal.
Think about companies such as Netflix and Kodak. Think about how the banking
industry's value-creation model has changed. Think about your own business. Are you
prepared to develop this sort of long-term vision?
Organizations need leaders with a long-term vision
3 tips for developing strategic thinking
Organizations need leaders who think strategically and with a long-term vision. This
isn't easy, because strategic thinking requires knowledge of techniques and tools as well
as the development of the right mindset.
Tools alone are insufficient, but certain practices can give executives an edge. Here are
three tips on how to develop strategic thinking:
1. Time for reflection

Strategic thinking requires time for reflection. The daily demands of the job pose a
difficult challenge to executives who want to think strategically in the long term.
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To develop their strategic capacity, leaders - both alone and in groups - must set aside
time outside their day-to-day activities to think about and discuss their organizations'
long-term priorities.
2. Information is key

Leaders who want to think strategically must be informed about emerging trends and
their future implications.
It's like playing chess. Professional players always think and plan several moves in
advance.
3. Long-term culture

Strategic thinking also requires a company culture that rewards and encourages people
to think about the long term.
This means helping employees stay up-to-date in their areas of expertise by providing
learning opportunities and venues for discussion.
Read the original article published in Harvard Deusto Business Review.
Source: https://www.esadeknowledge.com/view/business-strategy-the-risks-offocusing-only-on-short-term-gains-216400
About the author
Dr. Luis Vives is the Associate Dean of the Full-Time MBA, Director of
the Multinational MBA and Associate Professor of Strategy and General
Management at ESADE. Before joining ESADE, Dr. Vives was a
Postdoctoral Fellow at the Sloan School of Management at the
Massachusetts Institute of Technology (MIT).
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Dr. Vives has been a visiting scholar at Harvard University and at various universities in
Europe and Latin America. As a lecturer and consultant, he has worked with
multinational companies in the United States, Europe, Latin America, Asia and the
Middle East across multiple sectors, including banking, insurance, telecommunications,
wines and spirits, pharmaceuticals, creative industries, logistics and industrial groups.
His research focuses on the creation and development of innovative business models. His
work has appeared in journals such as Sloan Management Review, Journal of
Organizational Behavior, Long Range Planning, Advances in International Management
and Advances in Strategic Management.
Additional reading 3
7 misconceptions about leadership
There are quite a few misconceptions about the role and contribution of leaders in
change processes. Clearing up these misconceptions can help you develop your own
leadership style and take the initiative in changing organizations.
The first misconception is that leaders are heroes who save a company. Leadership is
often associated with decisive, dynamic individuals who save companies, achieve
victories, and thus change the course of history. Many myths, legends and other stories
depict the leader as hero. However, leaders are not always the heroes who save an
organization. Of course, there are top managers or leaders who help a company get back
on its feet but they never do this alone. It is about organizing a dynamic process and
teamwork to facilitate innovation. Initiators are needed for that yet the initiative for
change can be found everywhere: in managers, professionals, employees or even in
involved customers. Leading change is all about people who are genuinely looking for
new ways, who stick their necks out and take the initiative.
Leaders are not always the heroes who save an organization
The second misconception is that the agents of change are those who hold senior
positions. This belief is particularly common among companies whose leaders have
strong personalities. It stems from a traditional way of thinking about organizations that
stresses hierarchy and rules. Great importance is given to individuals' formal roles and
status. This is simply wrong because top executives and leaders are not necessarily one
and the same thing. If they were, it would imply that other people cannot show
leadership. Yet the fact is that informal leaders with extensive networks both inside and
outside the organization are often involved in innovation initiatives. These informal
leaders spread innovative practices. This does not mean that senior managers are
unimportant in innovation processes for they often play a role in shaping the identity of a
company and they can create scope for innovation. However, true innovation usually
begins with informal network leaders who start experimenting.
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The third misconception is that one can only really start leading if one has the formal
power to make decisions. Many managers who have reached the top of the ladder soon
discover that their role is not what they imagined it would be. They are overwhelmed by
the number of external contacts and the demands placed on them. It turns out to be
impossible to oversee all aspects of a company and to be involved in all its decisions.
Moreover, the information reaching top executives is often unreliable. All information
that makes it to the top has been filtered - sometimes with the best of intentions, at other
times for ulterior motives. A manager at the top of a company undoubtedly wields the
most formal power within the organization yet the more power one has, the harder it is to
use it. Giving orders can lead to resistance, and keeping underlings on a tight leash can
be demoralizing. Such actions are usually a sign that top executives are failing to clearly
communicate their strategic vision and delegate tasks.
Giving orders can lead to resistance
The fourth misconception is that there are leaders and there are followers. In the
traditional view, leadership is about influencing followers' behavior in pursuit of the
organization's goals. There are many theories about leaders' traits, the behaviors they
exhibit and what makes them effective. In recent years, followers' behavior has also been
studied. A fascinating insight is that followers are more effective if they act independently
of leaders and choose an active role themselves. Followers can take on a leading role and
they can undermine the leading role of others. Leadership is a matter of interaction
between leaders and followers, in which leaders often do best when they pass on
leadership to others. This allows others to take the initiative in achieving results and
making changes.
The fifth misconception is that managers and leaders are different kinds of people,
living in different worlds, with managers doing things the right way and leaders doing the
right things. Were this so, everyone would want to be an inspiring leader and nobody
would want to be a good manager. However, leadership and management are not
separate spheres because both have a common aim, namely to keep a company
financially sound and future-oriented. Managing an enterprise not only requires inspiring
leadership but also high-quality management skills.
The sixth misconception is that change is only possible under pressure. Many
management books erroneously say that one needs to create a sense of urgency before
people are willing to change. Of course, if a company is in crisis, it is important to tell
staff how bad things are. Leaders will always use a crisis to make changes but a more
interesting question is why the crisis was not foreseen. Perhaps signs that something
was amiss were ignored or internal controls did not work as they were supposed to. That
would then actually be more of an indication of failed leadership. A crisis may be a
reason for change but it is not a necessary condition. However change does require clear
aims coupled with a vision for the future. Here, change is not about organizing a crisis
but about organizing aspirations.
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The seventh misconception is that leadership is leading others. In fact, one mainly
leads oneself. The trick is to keep one's ego in check and not allow oneself to be turned
into a hero. Leaders lead themselves by reflecting on the course of their own lives. Which
people, events and places have made you who you are today? What beliefs stem from this?
Effective leaders foster honest feedback on how they are seen and how they are doing.
They ask others around them what was done well, what was helpful to others, what they
should not have done and what they should do better in the future. In other words,
successful leaders are constantly looking for ways to know themselves better and to
improve their performance.
To sum up, leaders are not heroes who save companies and leaders are not found just at
the top level of an organization. Anyone in an organization can take the initiative, give
meaning to events or initiate innovation. It is an illusion to think that one can only lead
from the heights. The distinction between leaders and followers also turns out to be
fictitious. People in operational positions can take the lead in innovation processes and
formal leaders can follow these up. Leaders and managers are not different types of
people for they strive towards common corporate goals. Urgency is not a prerequisite for
change but an inspiring vision of the future is, as is an unwavering commitment to selfimprovement.
Source: http://www.esadeknowledge.com/view/7-misconceptions-about-leadership209120
About the author
Jaap Boonstra
Visiting Professor, Department of People Management & Organization
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Evaluation Test of Topic 4
CASES to be resolved
A manager in the hospitality industry, whether head of kitchen or room
manager must have:
Positive attitude and self-confidence
Motivation
Technical knowledge in its responsibility area
All the answers are correct
A good leader:
Treats kitchen staff as simple means
Treats kitchen staff as if they were all important
It‘s gripped by image loss.
It‘s always looking forward to being at the top
A good leader must have ______ skills:
Technical
Human
Conceptual
All the answers are correct
Power:
Is linked to a charge
Wears relationships out
Is given by management
All the answers are correct
A good maître:
Let the waiters choose their tables and change whenever they want.
Organizes waitress according to their abilities
Doesn‘t inform the waiters
Doesn‘t trust in the waiters
Benefits of working as a team:
Abilities are complemented
Compromise and development
Greater communication
All the answers are correct
Working as a team in the hospitality sector involves:
Knowing yourself: role, responsibility, competences…
Knowing the other members of the team: roles, responsibilities…
Position myself in the team to provide greater added value
All the answers are correct
A good negotiation means:
Listening actively to the others
Knowing how to incorporate what we have learned
Managing resistance
All the answers are correct
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Positives part of working as a team:
You are helped by others
The work is more bearable.
Both, frustration and happiness are shared
All the answers are correct
A good waiter:
Listens actively the client
Transmits the minimum information to the kitchen team
Doesn't give importance to the customer's opinion, imposes his/her
own
Try to propose the most expensive dishes to make more money
A good leader:
Should never listen to other‘s opinion
Always do what he thinks best
Not rely on anybody
Knows how to use everybody‘s skills and competences in his team
A good leader should take into account everyone’s:
Involvement
Skills
Responsibility
All the answers are correct
A good leader must:
Overcome obstacles
Maintain team cohesion
Value the contributions of team members
All the answers are correct
Authority is:
The ability to influence other people's behavior through conviction
and motivation
Forcing somebody to do what you want
Using the position to coerce somebody
Something not to be questioned
Attitudes of a bad leader:
Giving too much importance to being at the top
Treat people as means
Pretending more than beoing
All the answers are correct
When imparting tasks, the leader should take into account:
The director‘s opinion
The skills and competences of the whole team
His own opinion
What everybody wants

119

Topic 5 Stress Management

Training hours:

8

Topic
Annotation:

The topic addresses various issues in stress prevention and
stress management within the context of the hospitality
industry. It explains the nature, manifestation and types of
stress and its consequences. It also examines the methods to
combat and utilize stress in an effective way. The suggested
stress-relief techniques could be practiced either individually or
in a group setting. The relationships between stress and work
performance as well as personal well-being are also discussed. A
special focus is put on achieving a long term work/life balance
as a key factor towards successful stress management.

Learning
objectives:

•
•

•
•

•
•

•
•

Understanding the causes and impacts of the workrelated stress in the hospitality industry
Analyzing the distinction between various stress triggers,
their origin and manifestation according to the different
employee‘s personalities
Discussing methods and techniques of coping with stress
Understanding the spillover effect of the employee‘s
emotional status on the customer satisfaction and the
service quality
Recognizing early burnout symptoms in oneself or fellow
coworkers and ways to prevent it
Analyzing the main groups of stressors stemming from: 1)
the external environment; 2) personality; 3) job position;
4) relationships at work; 5) social and family issues
Examining the stress as a process - how it arises,
manifests, develops and transforms;
Designing skills and strategies for managing and
reducing stress;
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LESSON 1 - STRESS: BASIC DEFINITIONS, CAUSES AND IMPACTS

What is “stress”?
You, as in individual and hospitality employee, have certainly experienced stress in your
life and work. Nowadays, stress is overwhelming. Although, the technology progress
promised to make our lives easier, it seems that the world is becoming more and more
stressful place to live. We are constantly subjected to stress triggers (situations or events
that disturb our mental, emotional or physical balance). Each of us react differently to
stress: some get excessively angry, others become timid and withdraw, but very often the
accumulated stress leads to physical illnesses and problems such as headaches,
aggression and even heart attack. In the same time stress on the workplace may
decrease your motivation and your performances. If you can‘t control the stress properly,
you may lose your chances of promotion or even your job.
But don‘t think that stress is your enemy. In fact, sometimes stress could be a life savior.
It is an ancient survival mechanism of your body, programmed to increase your
awareness towards danger. If you are attacked, for example, stress will help you to tap
your resources on maximum and react in a best possible way. In the same way, during
your work, stress could help you to be more alert and focused and give the best you can,
especially if you are tested or need to perform well. When used wisely, stress could
mobilize your intellectual, physical or emotional potential. But if you overuse stress, this
could lead to over-exhaustion and depletion of strength and energy in a long run.
In fact, the most successful people are those who have learned how to use stress for their
benefit. Too much pressure will cause anxiety and burnouts, but too little will lead to
boredom and apathy. That is why the stress management is an important tool for
obtaining overall well-being and should be mastered by everyone, both on individual, as
well as on an organizational level.
Stress is an adverse reaction to excessive pressure or other type of demand placed
on the individuals
UK Health and Safety Executives (HSE)
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Almost everyone knows how stress feels like. According to some studies, nine out of ten
adults report that they have experienced serious stress at some time in their lives; almost
half of these people say that their symptoms were bad enough to disrupt their lives.
Some people experience stress to the point where they cannot function normally on a
daily basis, they can‘t have enough sleep, they overindulged in harmful practices (such
as alcohol drinking, binge eating, smoking, procrastination or even drug abuse), their
relationships are endangered and their productivity compromised.
Even if you think that you are managing stress well, most probably there will be times
that you will be shaken by the circumstances. Changes of events, loss of loved ones,
unexpected unemployment, illness or situations that you
never imagined possible will trigger stress and will test
our
preparedness for the time of crisis.

Stressor is an event, situation, circumstance or stimulus
that trigger stress

The stressors you encounter in your everyday life or on the work place can be grouped
in four groups:
1. Bio factors: Your body is accustomed to a certain rhythm of life and any changes
could lead to stress (example: if you skip your usual breakfast, your body will
experience stress-like symptoms). Adapting to winter or summer timetable or the
jet leg after a transcontinental flight are also bio-related stressors that impacts
negatively your physical, emotions and mental state
2. Physical factors: Physical stress occurs when the human body is affected by
sleep deprivation, overworking, excessive physical exertion, unhealthy diet, injury
or trauma, infection, disease or chronic pain. A tooth ache for example is a type of
physical stressor that could provoke a number of stress responses.
3. Psycho (personal) factors: those stressors stem from your values, attitudes,
beliefs and perceptions. Very often if your ego (or identity) is challenged, you‘ll get
stressed. For example, if at work someone treats you with indignity or insult you,
you will react with anger, resentment or sadness and other negative emotions. The
same goes if you are forced to do things that you don‘t consider as right or good,
or if the quality of your work is bad for some reasons. Sometimes, you may feel
crushed between you ―ideal self‖ and the reality. You may feel like a failure in your
work or private life (often based on subjective evidences), and this will lead you to
sense of guilt, which produce chronic, long-term stress.
4. Social factors: This is the group of the most common stressors encountered
today. Usually almost any interaction with another person is a potential cause of
stress: either bad or good. Today, especially in the cities where everything is
overcrowded, the social stress is augmented by the lack of personal space.
Moreover, the new technology (like Facebook
and Instagram
) invade deeply
into our private life and share with everybody things that were once accessible
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only for the closest friends or family members. The social media leaves almost no
space for solitude or intimacy. We are constantly aware of our image and
concerned of what others may think of us. The social stress is produced from
sources such as family, work, professional responsibilities and career
advancement, financial worries etc. Moreover, women get additional stress
because of harder family responsibilities (women are more engaged with raising
kids and house chores), while men receive more stress at work.
It is interesting to note that ordinary daily hassles such as being late for work, losing
a key, shopping, preparing dinner, putting kids to bed etc. create a critical mass of
stress which is almost as disruptive as the stress created by life-changing event such
as loss of a close family members. Very often stress impacts (negatively) the sleep
patterns and eating behavior thus leading to more physiological and psychological
damages.
Some of the most frequent stressors in our lives are:
 Health problems (either own, or with
family member)
 Being overwhelmed with responsibilities
 Financial struggles
 Work related problems
 Family issues
 Being unhappy with physical appearance
 Disillusion with government politics
 Listening/watching/ reading news
 Household chores
 Using social media

123

Self-assessment exercise:
Stressors in our lives:
1. Identify the top five stressors that you are facing
2. Describe how you cope with them.
3. Analyze how effectively you deal with them (1 effective, 5 - most effective)

Stressors in my life

Coping strategies

lately.
least

Ranking

1
2
3
4
5
The impact of stress
As we already discussed, stress is overwhelming. You cannot escape from it. It impacts
every aspect of your life: your personal time, family, work, even the leisure activities and
holidays that are meant for relaxation could be a source of stress. Avoiding stress is
impossible. Moreover, there is a good stress which you don‘t want to avoid :). Falling in
love, for example, or being praised for your work is example of a nice stress (called
“eustress”). There is another type of stress, “neustress” which is temporary and goes
away quickly without producing lasting reaction in our physical, mental or emotional
state. This is the stress we experience often, whenever something unexpected happens,
for example if we meet an old friend on the street. The third type of stress, ―distress‖,
however is the negative stress, that promotes feelings of fear, anger, anxiety etc. It is
most often what we referred to as ―stress‖ and what causes the negative outcomes.
Short term stress
Usually, in our daily activities and interactions, we are faced with many situations that
produce a short-term stress. These could be positive and negative circumstances and
events. Being late for work, having a dispute with your spouse, working towards an
approaching deadline, servicing a demanding customer or receiving a joyful news are just
a few examples of stress triggers that you are most probably experiencing almost every
day. In fact, without any stress our lives would m be dull, uneventful and boring. The
stress helps us succeed and move forward and brings color and excitement in our daily
routine. Short term stress, in this way is normal and anticipated. It is a natural response
of adapting to changes, coping with challenges and threatening situations.
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Long term stress
If not managed properly, however, the short term stress is piled into a long term stress
which is harmful for your health and emotional well-being and could damage every
aspect of your life. When stressors persist over a long period, the body may not have
enough time to calm down, rest and recuperate. You often have to adapt to higher and
higher stress, without even realizing it. The stress becomes a chronic, unhealthy
condition in which you function on a daily basis. Most people realize that they are
stressed out just shortly before they reach their limits. The long-term stress can lead to a
range of different physical and mental health conditions, and should not be ignored.
Most of the fatal diseases today are stress-related. Stress could lead to heart attack,
cancer, lung ailments, cirrhosis, indigestion, back pain, insomnia, accidents and suicide.
Moreover, the chronic stress is the source of a number of psychological disorders such as
anxiety, phobias and depression. It can trigger harmful habits and behavior as for
example overeating, smoking, consuming more alcohol, caffeinated drinks and even drug
abuse.
Stress response
When you are under stress (either emotional, mental, physical or social), your response
develops in three stages:

Alarm

• The brain receive stimuli from the five senses
(noise, smell, taste, sight, feel) and prepare to
fight back: increase heart rate, fast breathing,
increased metabolism, muscular strength,

Resistance

• Body is trying to calm down by resisting the allarm.
If stressor is still active, the body stays alertm but
with less intensity than during the fist stage

Exhaustion

• The body and mind are in a chronic stress. They
get exhausted to the point that their normal
functioning is damaged. This could lead to meany
negative outcomes, including illness and death.

Self-assessment exercise:
Stress response
Everyone reacts to stress in different ways, even if there
are some common signs and symptoms. Some people have
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difficulty sleeping or lose their appetites, while others sleep and eat too much. Some
people remain cheerful, while others imagine the worst.
Think about situation in your recent experience that provoked stress response in you.
Try to answer the following questions:
•
•
•
•
•

What is your typical reaction to stress?
Where do you feel stress in your body (ex. head ache, stomach pains, heart ache
or fast pulse rate)?
What are the usual thoughts that come first to your mind when confronted with a
crisis or stressful situation?
How do you respond emotionally to stress? Which feelings are dominant?
How do you typically behave when confronted with stress?

Signs of stress
Stress affects your:
a) Mental (intellectual) well-being: This is your ability to think clearly and to
process and recall information. If you are stressed you may actually feel stupid
and freeze.
b) Physical well-being: Stress will affect your body and your health. You may have
headache, or your stomach may heart, or even have micro heart attack
c) Emotional well-being: Sometimes you may feel excited, cheered and motivated,
but more often when under stressed you feel negative emotions such as anger,
sadness, or despair. In the worst case scenario, you may have suicidal thoughts.
d) Social and spiritual well-being: Because of the stress, the relationships with
family, friends and co-workers will suffer. Your belief system may be shaken.
Sometimes you may even doubt the meaning and purpose of life and your value as
a human being.
Symptoms of stress are:

Physical

Mental

Emotional

Behavioral

•Fast heart beat
•Dizziness
•Sweating
•Fatigue
•Insominia
•Loss of appetite

•Disorientation
•Disasterizing (thinking
of the worst)
•Illogical thinking
•Suicdial thoughts
•Obsessiveness
•Surrender

•Fear
•Worry
•Panic
•Guilt
•Anger
•Hopelessness
•Despair
•Impatience
•Depression

•Agression
•Withdrawal
•Abuse
•Phobias
•Apathy/ lethargy
•Crying
•Overeating/ drinking,
smoking
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LESSON 2 - WORKPLACE STRESS IN THE HOSPITALITY SECTOR

source of photo: https://www.onlychefs.co.uk
The employees in the hospitality industry operate in a challenging and stressful
environment. They experience exhausting workload, job insecurity, seasonal variations
and intensive contacts with customers, managers, and co-workers. Often the hospitality
workers are subjected to irregular and inflexible work schedules, low wages, complaints,
and difficult service interactions. Moreover, they are prone to role conflicts between
excessive job demands and family responsibilities.
Work stress is the stress related to the work environment. Often work stress is felt under
the burden of “occupational duties in which the individual has many responsibilities, yet
little or no authority or decision making power.” (Seawald, 2018). Work stress stems from:
- poor work-life balance
- unreasonable work load
- low compensation for labor (low wages)
- lack of acknowledgement and rewards
- conflicts with colleagues, managers or customers
- sense of incompetence to do the job properly
- feeling of being overused/abused/mistreated
- fear of being laid off

Work-related stress has a huge negative impact on job performance, service quality and
organizational effectiveness. It often results in low motivation, burnout, overall
dissatisfaction and high turnover. Stress can lead to work-related incidences that may
have fatal outcome. Some of the negative impacts of the work related stress for the
workers in the hospitality sector are:
 Poor service
 Lack of motivation and unsatisfactory performance, resulting in low quality and
low volume of production
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 Poor organizational image and reputation, lack of commitment to the brand or the
organization
 Low attendance (high absenteeism)
 High turnover rate and difficulty in retaining skillful worker.
 Low customer satisfaction and repeated businesses
 Higher rate of industry-related accidents and mishaps
 Potential litigation (law suits and demands for compensation due to damages
caused by stress)
Considering those detrimental effects, it is important for you and your managers to
address the stressors on the work place on individual and organizational level. The
stress-free environment creates positive emotion that results in customer satisfaction
and enhanced quality perception.
It is especially important for the front line employees (those who work directly with the
customers) to be trained in emotional management and stress-relieve techniques in order
to cope with the pressure that comes from the intensive interactions with the guests.
Often within the hospitality industry, you will be in a situation of “emotional
dissonance” where you‘ll have to smile and be kind with the client, despite of how you
really feel.
On the other hand, stress could also have positive impact on you as it produces a
competitive edge and force you to find new ways of overcoming existing challenges. Stress
can be a trigger for change when those who are unhappy with their current situation
develop creative approaches to improve their working conditions. Keeping this in mind,
you should find a way of how to utilize the ―good stress‖ for achieving better performance
and personal enrichment.
Potential sources of stress in the hospitality industry
Nowadays, the tourism and hospitality employees have been overloaded with demanding
and complex job tasks while in the same time are experiencing high levels of job
insecurity, high intellectual and emotional demands. The work stress may be a result of
various factors, often working simultaneously, such as:
 Various demands (sometimes conflict demands) coming from different
sources: Ex: quality service requires paying attention and dedicating
enough time to each individual customer, while in the same time there are
many other duties and urgencies that need to be addressed.
 Unachievable deadlines (unrealistic time constraints)
 Too much workload
 Neglecting important aspects (such as health, family, relaxation, sleep,
proper nutrition, socialization, entertainment, sports, other tasks),
because of too much work
 Unavailability of time or setting for short-term breaks and rest
 Friction, anger or sever rivalry between co-workers
 Bullying, harassment and discrimination at the workplace
 Atmosphere with predominance of gossips and intrigues
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 Unexpected and unadvised change in circumstances, position, job
demands or conditions (such as redundancy, downsizing, job relocation
and restructuring)
 Lack of job security
 Inadequate training
 Lack of appreciation
 Lack of clear job description
 Boredom, repetitiveness and lack of creativity stemming from the nature
of the work (e.g. working in a chain restaurant implies working on highly
detailed repetitive scheme of operations that gives almost no room for
individual approach or creativity)
Keep in mind that stress is like a coin with two faces: 1) on one side are the stressors
and on the other are 2) your personal reactions. The stressors are objective, they come
from your environment and circumstances. These could be the economic or political
situation, the management of the organization you are working in, the job loads and
demands, your colleagues and how they treat you, the customers, your relatives, friends
and families or even things like the weather…Sometimes you can change those factors
(example: changing your job or moving to another country), but most often they are
something given that you need to adapt to.
Your personal reaction on the other hand is what makes all the difference: this is
something you really have (or should have) control on and you need to acquire the skills
to react to the stressors in the best possible way. Your reactions will depend on your:








Personality
Intellect
Motivation
Attitude
Physical and mental health and fitness level
Values, beliefs and principles
Learned behavior (skills and competences)

Job demands and job control
As we already discussed, the average hospitality job is loaded with various demands
(physical, psychological, intellectual and emotional).
For example, the job of the house keeper is labor
intensive and requires a lot of physical energy,
strength and stamina to perform the duties in the
required time frame. The same could be said for most
of the restaurant and kitchen position. The job of the
receptionist on the other hand requires intense
service contact and emotional intensity. The
manager‘s job is intellectually demanding and implies various responsibilities.
Job demands become stressors when they exceed the employee‘s ability to cope with
them successfully.
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Job control, on the other hand, refers to the control that the worker has on the work
process and includes:
1) skills and competencies (knowledge, aptitudes, attitude and professionalism). The
idea is that the more you know and the more adequate you feel for your job
position, the more control you‘ll have on any situation that may arise during your
work and that means less stress.
2) decision authority (freedom to decide how and when to work, high level of decision
making and autonomy). Employees tend to feel more positive when they perceive
more control over their work environments. If you feel that you are in control and
that you have decision power about your job demands, you will probably
experience less stress and more job satisfaction

Impacts of stress on the service interactions (the “spill-over effect”)
Hospitality is a customer-oriented industry. Often your
dissatisfaction from work, conflict with managers or
colleagues, fatigue or even personal problems could reflect
your job performance and the service you are providing. If
you work as a receptionist, waiter, animator, entertainer,
tour guide, housekeeper or other front line position, you
are especially prone to convey the stress you are
experience in the moment to the client with which you are
working, so called ―spill-over effect‖. This may seriously
impact the customers‘ satisfaction and they may decide not to go back to your
restaurant/hotel or even to post negative comments on the social media about your
organization. Because of the stress, not only your job will be in jeopardy, but the image
of the entire organization might be at risk.
Unfortunately, the complaints and frustration occurs often within the service-oriented
hospitality companies. Employees are required to operate under the stipulation that ‗the
customer is always right‘ even in situations involving bad-mannered clients. Ensuring
that customers are pleased at all times can be an emotionally exhausting task. Faking
smiles, emotions and pleasant appearance add to the work stress and has a negative
outcome for both, the service quality and the employee‘s overall well-being. If this is the
case, you have to find ways to interact openly, but politely with the customer. If the
situation heats, call for your manager, but avoid at any cost to be involved in a personal
debate. Remember, that any dissatisfaction that the client may experience stays at
professional level and does not affect your personal dignity. No one has the right to treat
you with disrespect, but when you feel that way, especially, dealing with clients, try to
ignore it and stay at a distance, as though his/her remarks are aimed at someone else,
not you. Engaging in personal conflict never leads to any solution and sometimes you
may even risk losing your job or being sued.
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Case study:
How to deal with angry customers and
avoid stress?
Imagine the situation, where you are
approached by angry and very dissatisfied
customers. They are ready to fight with you.
They start complaining about the service and
even insult you with some rude remarks. You
feel that you may lose control over the
situation. You feel personally attacked and mistreated. What should you do?
Source of photo: https://www.hotelnewsresource.com
 Maintain composure: Don‘t react with anger or frustration. Give time for the
guest to calm down.
 Show sympathy: the complaint is not against you but against the service
 Listen well and respond politely and friendly: Respond with apology. Try to
understand the root of the problem to address it properly. May be the problem is
easily solved, or maybe it is just a big misunderstanding
 Offer complimentary service or compensation: When appropriate try to
appease the customer with some small tokens of appreciation such as free drink,
upgrade of service or free spa treatment or diner.
 Think about the cultural aspects: Some problems might be rooted in cultural
background such as national, religious or ethnical origin. Guests in hotels are
coming from different countries with different customs, traditions and
expectations. Make sure that you ―speak on the same language‖ (literally and
metaphorically) and that you are meaning the same things
 Follow-up and seek feedback: Make sure that the problem is resolved completely
and that the guest has gained his positive attitude for you or the hotel/ restaurant
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LESSON 3 – BURNOUT SYNDROME

When you are constantly stressed out, you may develop a condition known as burnout.
This is a state when you lose motivation, your energy is depleted and you are completely
exhausted. This reflects your health, your emotions and your relationships with others.
Evidently, this also impacts negatively your job performance. Sometimes burnouts lead
to illogical and harmful behaviors or dysfunction.
Job burnout is defined as a syndrome of emotional exhaustion, depersonalization and a
diminished sense of personal accomplishment for extended periods of time related to the
individual‘s job.
Shena and Huang, 2012
Many service failures are attributed to emotionally and physically exhausted worker. A
high level of burnout usually leads to employee dissatisfaction and high turnover rates.
Burnout is most likely to occur during circumstances in which there is an
incompatibility between the requirements of the job and the employee‘s abilities,
resources and lack of control. It is often the result of:





too much work with too little time to accomplish the tasks
too much effort without adequate reward or sense of accomplishment,
perceived injustice or unfairness in the workplace
conflicts with coworkers, supervisors, customers or the values of the organization
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Figure1: Burnout sings and dimensions

Exhaustion

Disenganement

Inadequate
performance

•Feeling emotionally and physically drained and used
by the job
•Feeling overwhelmed with too much job loads,
interactions with customers, demands, etc.

•Feeling treated by others (colleagues, managers,
customers) impersonally, as an object. This leads to
disengagement with the job and the organization.
•The employee provides the service mechanically,
without real concern for others (like a robot).

•Poor service
•Feeling of failure, frustration
•Low self esteem
•Lack of confidence in skills and competences
•Pessimism, hoplessness and depression

Coping with burnout could be a matter of small adjustments or may require extreme
change of the circumstances such as leaving one‘s job or starting a new career path. The
contemporary tendency is that a person does not stay within the same professional field
for life, but rather tries new challenges and occupations even at a later stage. The fresh
start may prove beneficial not only as a stress relief tool, but also as a way of personal
development and growth. It may bring new challenges and opportunities such as new
relationships, better financial prospects and enhanced work/life balance.
Certainly, burnout does not imply that we should change our job right away. There are
several less drastic measurements that could be done to alleviate the situation such as:
-

-

-

Reducing the unrealistic job demand: If the work load is too heavy, discussion
with managers and attempt to reduce the working hours could prove a useful
approach.
Gaining control: Negotiating with managers more control on the job time frame,
flexibility, number and length of breaks, the way that job is done.
Increased feeling of appreciation and reward: Negotiating proper
compensation including financial stimuli, career growth and advancement, social
benefits, learning and travel opportunities etc.
Creating positive relations with others and receiving support: Making efforts
to combat alienation and isolation and sharing the problem with coworkers and
managers; creating better social atmosphere of thrust and encouragement
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Achieving and maintaining optimal work/life balance
The reality today is that hospitality employees are constantly juggling with work,
family and personal life which often results in breakdown and burnout. The stress at
home could be spill over the performance at work and vice versa. Achieving work/life
balance is difficult, because it implies two-side approach: it is both the employee and
the organization that needs to make necessary efforts, attempts and adjustment to
achieve the desired outcome. For example, you, as employee should take
responsibility for your optimal health and well-being (better sleep, balanced eating
and exercising, incorporating relaxation techniques, mastering interpersonal conflicts
and time management). The managers on the other hand should design special
measurements, procedures and initiatives to promote optimal work/life balance.
Those may include longer and more frequent breaks, family activities, team work, and
personal help for employee with precarious family situations, providing on job nursery
or child care etc.
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Lesson 4 – How to cope with the stress

Since you don‘t have control over most of the factors that trigger stress, the best tactics
will be to have a good master plan in mind and to be prepared to react to them. That is to
say, to make stress work for you, for your advancement and improvement or at least, try
to mitigate its potential negative impacts.
“I cannot and should not be cured of my stress,
but merely taught to enjoy it”,
Hans Selye

If you learn how to cope with stress, your health will improve, your relationships will be
better, your productivity and motivation for work will dramatically increase. You will be a
better employee and a better person. You will feel better and work better.
For the hospitality company less work stress is translated into supreme service quality,
enhanced image and reputation, personnel satisfaction, repeated businesses and finally
financial and market prosperity on a long run.
Since too much stress is usually a problem, you should keep in mind that too little stress
is not good either. The truth is somewhere in the middle, in finding the best amount of
external challenges that provoke your creativity, energizing you by instilling sense of
accomplishment. Too much pressure leads to burnouts, while too little may result in
apathy, boredom and rustout.
Figure 2: The amount of stress and our reaction to it
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Source:Palmer & Cooper, 2013

Stress management techniques
The new trends in stress management are for a holistic, wholesome approach, focusing
on all aspects of one‘s well-being (physical, mental, emotional, etc). This approach is
aiming at both: the causes and the symptoms of stress. Example: physical exercise will
help eliminate the cause for stress stemming from unhealthy style of live and the same
time will relieve your stress symptoms, making you feel better.
It is important to note, that successful stress management starts with successful stress
prevention. That means working towards a healthy life-style and adopting choices that
could help build vigor, energy and stamina. There are various ways to cope with stressors
and feelings of stress in your life. Many techniques are developed and promoted as stress
relievers which can help you in gaining control and feeling better.
Stress management techniques may be divided into several groups: 1) mental
(mindfulness, cognitive therapy); 2) physical (yoga, art, natural medicine, deep breathing);
3) environmental (spa visits, music, pets, nature) and 4) spiritual (prayers, chanting,
meditation).
You may also reduce stress, applying the following advises:
-

Change your attitude and way of thinking: A great deal of stress comes from
imaginary danger. Often the monsters/stressors are only in your head. It is
important to question and change your mental paradigm. Example: You may have
negative body image which may result in lack of confidence, social isolation,
depression or anorexia. But often what we see in the mirror is different from how
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other see us. Changing the how you feel about yourself will improve your
relationship, health and even your motivation for work
-

Seek social support: When you feel stressed out, ask for help! Others may not be
aware about your situation and that you are overburden. Trust people around you
and delegate some of your responsibility to them. You may achieve better balance
of your professional and personal duties if you let others do some of the work for
you.

-

Learn to say “NO”: Many people have the problem to refuse other people‘s
requests. They prefer to get extra burden than to disappoint or let down, or maybe
run into conflict with someone else. Think twice before accept another challenge or
another job task. Can you really cope successfully with it? What will be the costs?
How will this impact on your family life, your health, your hobbies or your present
work? Setting healthy boundaries is key element in not getting burnout.

-

Manage your time wisely: A great deal of stress comes from procrastinating and
postponing the work for later. At one point, when the deadline approaches, the
stress is imminent. Planning better and sticking to the plan may be a vital in
keeping your sanity even in a tight timeframe

-

Practice hobbies: Often people are too busy to juggle with family and work and
consider hobbies as some luxury they cannot afford. Finding time for your hobbies
may pay off in so many ways. It provokes creativity, it is fun, it gives you sense of
freedom and accomplishment and it may connect you with other like-minded
people. Some hobbies like gardening or mountain climbing can develop your
physical health too.
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Figure 3: Stress relief techniques
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Case study:
If you feel that there are high levels of stress
at work
place, this is what you can do:
 Talk to your colleagues and see if they
agree
with you. If there is a stress within the
hospitality organization, it is very
probable that it might be felt by all
 Investigate whether your company
already
has a stress policy.
 Discuss the issue with your
supervisor or manager or someone from the HR department. In case you are not
heard, contact the appropriate trade union.
 Undertake a stress audit to discover the levels of stress.
 Try to analyze where the stress is coming from and attack its root causes
 Ask for stress management training or workshops

How to reduce the stress in the kitchen?
1.
Remember the three biggies: Eat,
Sleep, Exercise: Leading a healthy life style
is like a bullet-proof yourself from stress.
2.
Write things down: If too many things
are going on in your head, just use pencil
and paper. Sometimes you get stress because
you forget something important, or because
you have to keep track of too many things.
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3. Prioritize: You may feel that all things you have to do are urgent and must be done at
once, which is impossible and will lead you to stress, but if you learn to prioritize
properly your work, this will help you tackle the situation step by step
4. Clean up your workspace: Cluttered workplace leads to stress. This applies even
more to the kitchen counter top. Discard immediately what you don‘t use, wash the
dirty dishes and utensils, don‘t let the stuff pile up.
5. Show up early: Stress is often build because of running behind schedule. If you get
the habit to come to work early, you will have more time to prepare for your job and
you‘ll spare the risk of being late for work (which is stressful by itself)
6. Schedule in breaks: Don‘t think that by working all the time, you will get more work
done. Actually, the chances are that you will burn out if you don‘t have a break.
Schedule breaks at regular times as a stress prevention. Don‘t wait till you get to the
point of exhaustion
7. Reward yourself with small treats: Positive awards reduce stress and increase the
motivation to work. If you schedule something pleasant to do during the breaks or
after work, that may give you more reasons to smile for the whole day
8. Listen to music: whenever possible get some music on while working. Even if it is
only as a background, music relieve stress and creates a pleasant ambience.
9. Be thankful: Thankfulness can reduce the stress by making you appreciate the small
things and people around you. When you are unhappy with the situation, think about
what a blessing your job is and be good to yourself and to others!
Source: https://www.onlychefs.co.uk/
How to reduce stress in the hotel?
 Stretch: Stretching or muscle relaxation
help refocus in the moment. There are
of easy exercises you can do while sitting
desk, in a back room or in a bathroom if
are feeling overwhelmed.

can
lots
at a
you

 Use your senses: This mindfulness techque will bring your mind away from
stressful thoughts and back to the
present moment. All you have to do is observe, listen, smell and feel:

ni-

-

-

5 things you can see (any five things such as the water fountain in the lobby,
the clock on the wall, etc. – the idea is to bring your attention to your surrounding
4 things you can touch: may be the desk in front of you or the frame of a picture
3 things you can hear: could be the guest checking in or the phone rings in the
distance
2 things you can smell: example: the brewing coffee or the lunch from the
kitchen
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-

1 thing you can taste: may be a candy, a coffee or a sweet from the welcoming
jar

 Take a short walk: Although not always possible, if you can get out even for a short
walk in the grounds of your premises it is likely to help, firstly because it helps your
body deal with the excess stress chemicals, and secondly a change of scenery can help
you prioritize the tasks you have to complete.
 Breathe deeply: Another symptom of stress is shallow breathing. We do this to get
more oxygen into our system if we are in physical danger. If the threat is not physical
than breathing deeply can help you relax and refocus
 Talk: If you are feeling particularly anxious, speak to a trusted colleague or your
manager. Simply airing your concerns can help you see them more clearly and they
may be able to offer additional support if you are overstretched.
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TEST Module 5

Stress is often caused by:
Reaction of the nervous system only to the real environment
Reaction of the nervous system only to the perceived
environment
Reaction of the nervous system to the real or perceived
environment
Reaction of the nervous system during sleep and rest
Which group of stressors are the most encountered today?
Physical factors
Bio factors
Psycho (personal) factors
Social factors
What are the main signs of emotional stress?
Guilt, Sympathy, Barely Laughter, Loneliness, High Blood
Pressure
Fear, Worry, Panic, Guilt, Despair, Depression
Fear, Insomnia, Love, Passion, Headache
Hallucinations,
Palpitations,
Lack
of
concentration,
Insensibility
How is the Work stress also called?
Stresscausedbycolleagues
Stress caused by a boss/ manager
Occupational stress
Stressforlack of privacy
Work stress affects:
Relationshipswithcolleaguesandmanagement
Systemdelaysforwork
Lack of productivity, unsatisfactory performance, quality
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issues, low productivity
Lack of appetite and disturbed sleep
What are the sources of external stress?
Environment, organizational structure and culture, job
position, Relationship at work , Domestic and social factors
The sector in which the enterprise operates, the number of
workers employed in it, the amount of wages
Only the environment causes external stress
Only an organizational structure in the company affects
external stress
When is the Burnout syndrome appearing?
Whenthestresscompletelydisappears
When the stress becomes chronic and too intense
When stress is accompanied by emotional instability and
aggression
When a person transfers stress to family members and
colleagues
What are the main signs of the Burnout syndrome?
Exhaustion, depersonalization, diminished accomplishment
Hyperactivity, tide of power, desire for change
Desire for immediate change in personal and professional
terms
Lack of communicativeness, fright, inadequate actions
Which of these are among the most common stress relieve
techniques?
Isolation from the environment and the outer world and
limitation of contacts with people
Meditation, music, nature, relaxation, hobby activities
Focusing on the work process and selecting of noisy places for
a rest
Full immersion in virtual environments
What the stress management is focused on?
Increasing workload, greater staffing, limiting communication
between staff and supervisor
Differentiated pay per employee according to the volume of
work done
Clear definition of role in the organization, proper assignment
of tasks, flexible working time, excellent communication with
mentors and supervisor
Shortage of working process, non-observance of working hours
in tense situations, transfer of negative emotions in the family
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TOPIC 6 DIGITAL COMPETENCIES

Hours
training:
Learning
objectives:

Module
contents

of 8

This teaching unit is focused on the new digital technologies and
their impact and application on the Hospitality sector. It also
discusses issues such as cyber security and the management of
sensitive data (anti-malware, privacy, data backup), as well as the
safe use of digital tools (e.g. netiquette and cyber bullying, etc.) and
the GDPR compliance.
At the end of the training, the apprentices must be able to use
online tools safely and prevent their misuse not to make the
company vulnerable to attacks. In addition, students will be more
aware of their digital identity and correct behaviour to ensure their
own safety and the image of the company they work for.
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LESSON 1: DIGITALIZATION OF THE HOSPITALITY SECTOR

Waiters note orders with smartphones to send them to the kitchen, cooks create
innovative recipes with netbooks and programme ovens through computers, hotels‘
receptionists collect data from customers who use to book through online platforms, and
maîtres organize rooms‘ layout through tablets and send the information to commis.
Computer systems in the hospitality sector have been used increasingly to manage
orders in restaurants and cafés as well as to manage customers in hotels from their
bookings throughout the entire duration of their stay. The right use of those systems is
pivotal to ensure both a perfect service and data confidentiality, but mostly, to process
personal data.
PLEASE NOTE, that there are many software
programs for property management and the management of
restaurants and cafes‘ orders.
It is also possible to
download TRIAL or free versions for many of the operational
system as QuickComanda (Android) and Mole Gestionale
Hotel B&B (IOS).

In recent years, the hospitality sector has grown and has offered more and more services
to customers. Particularly, hoteliers are investing in the sector‘s digitalization and
looking for staff that is able to use the new information technologies.
Investments have especially involved marketing and communication, bookings,
management systems and customers care.

144

This statement is proven by the following analysis from Format Research carried out on a
sample of companies from the hospitality sector:
INVESTMENT IN DIGITALIZATION
Before 2017
In 2017

PERCENTAGE
26.6 %
52.3 %

For this reason, we can predict that digital competences will be increasingly sought and
required.
Required competences:
1. Flexibility
2. Team work
3. Work independently
4. Problem solving
5. Digital competences
6. Mathematic skills
7. IT skills

1

2

3

4

5

6

7

For the EU, digital competences represent key competences for life-long learning and
they assume the interest for digital technologies, their familiar, responsible and critical
use to learn, work and take part to society. These include a digital and IT alphabetization,
communication, media knowledge, creation of digital contents (including programming),
security (including to be at ease in a digital work and have competences in cybersecurity),
intellectual property issues, problem solving and critical thinking.
PLEASE NOTE: ICTs have affected the hospitality sector as digital
competences affect your job.

You are probably wondering how close it is the relation between ICT and the hospitality
sector! Thus, we would answer your doubt by travelling across the places where these
professionals operate.
ICTs are now part of our daily life: there are demotic systems, which carry out complex
operations and manage environmental issues, instruments, communication, information
and security. Today it is also easy for us to install Smart Home systems that help us in
cleaning (hoover and floor washing) and in cooking. There are internet-connected robots
proposing diets and recipes and preparing a dish in all its steps, or induction grills that
self-regulate their temperature, or coffee machines that blend the right quantity of coffee
beans according to your Smart Watch, or smart electrical ovens. For restaurants‘
kitchens or bakeries there are baking and yeast machines having touch screens and a
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remote control to monitor temperatures, timings and conditions of the product.
Professional contexts have adapted to the new communication systems to ease the
production, increase the quality and reduce lead times and mistakes. Kitchens use these
new technologies: now cooks do not only work with knives and spoons but also tablets
and smartphones. They use apps to monitor appliances through Wi-Fi and Bluetooth, as
well as to choose and improve recipes found on web. Once, appliances were kitchen
accessories; now, they are professional assistants making digital competences essential
for cooks who need to quickly learn the functioning of software.
Obviously, new technologies do
not have to take the lead in
kitchens:
culture,
creativity,
intuition and desire to improve
are still essential!
For restaurant rooms, there are
apps
collecting
orders
and
communicating
directly
with
kitchens so to reduce and
manage efficiently waiting times:
you will know exactly when
dishes are ready and for which
table.
Moreover, these apps can also
manage storages. They monitor in real-time sales and provisions to plan the purchase of
raw materials, without risking remaining without products or with too much food close to
the expiry date.
Barroom services are super connected: apps are able to track all services and associate
timing and quantities. Thus, to ensure a good service, public relations should not be the
only skills of a waiter who also need to use technologic tools without mistakes that could
hinder the overall organization of activities.
For restaurants, internal communication is as essential as the attention to clients. Using
web 2.0 is pivotal to advertise activities and events regularly and through catching
pictures and videos. It is also very important to subscribe to specific sector websites to
reach as much clients as possible. Today, the reputation of a restaurant or a café is no
more based on the word of mouth but rather on rates, comments, stars and ―likes‖ found
on social media where clients can act as food and service reviewers.
In addition, climate can be remotely controlled: heating, humidity, lights and air quality
can be programmed according to the needs and in the different parts of the room. You
will be in charge of listening to the clients‘ needs and changing the programme with your
touch screen. Air conditioners, heat pumps, shutters, balconies and curtains can be
remotely controlled even with the help of the weather station. Remote control also
concerns special systems for sound diffusion (PA - EVAC), the TV reception (DTT - SAT),
video-surveillance, alarm and burglar alarm systems. As for the climate regulation, it is
possible to differentiate the areas, manage and personalize them thanks to ICTs‘
excellent flexibility.
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As you note, we are totally used to technologies for the management of all electric
systems both internal and external ones as irrigation systems and controlled access.
Concerning catering, you will need to receive from the location all details on services and
kitchens, so to organize the safe and secure transportation of food without altering its
characteristics. There are apps through which you will be able to monitor ways and
temperatures.
Apart from customers care and management (bookings, climate, and alarms), hotels also
have to manage internal communications and access to rooms. Now cards have replaced
keys to enter the room and control room‘s lights and climate. Through these cards, the
reception is able to control all accesses to the room, including for cleaning services. Each
cleaner has its own card, which opens only available rooms selected by the reception.
You should also have ICT skills to help clients access the Wi-Fi and connect them to the
rooms‘ Bluetooth. Moreover, you should be able to use digital Watch and Card Pagers to
call the staff and have a quick feedback.
What if in your structure there are Wellness and SPA centres? Demotic has a key role
there: you will need to regulate the temperature and water flows of the ―emotional
shower‖, of Kneipp paths and Jacuzzi, the vapour and humidity of Turkish baths, the
heat saunas, the nebulization of salt rooms, the colours of chromo therapy …
Demotic is thus an integrated system that ensures the best control of the structure and
monitoring of the rooms in order to make clients‘ stay comfortable, register their data,
reduce disservices, identify non-authorized accesses and optimise energy consumption.
Do not worry too much because digital solutions will be at ease, flexible and adaptable to
software always easier and more intuitive to use. Apps will have GUIs (Graphical User
Interface) corresponding to the topographic map of locations so to virtually visit places
and interact with all automation tools.
Moreover, there are new professionals dedicated to the configuration of systems that
could give you support and answer your questions. However, digital competences will
continuously have to adapt to new technologies and require lifelong learning. Thus,
companies will have to provide for refresher courses or employees can look for online
trainings.

Please keep in mind
ICTs will never replace your smile, courtesy and availability
toward your clients!
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LESSON 2 PREVENTION OF IT THREATENS
IT security
In 2017, 180 hosts of a luxury Austrian Hotel1 were ―hostages‖ of a hacker: they could
not access their rooms anymore and automated kitchens were out of control! All that
happened after downloading an attachment from the email of a presumed supplier. Try
to guess the staff‘s despair in a hotel 1.700 metre far from the city in wintertime!
Internationally speaking, according to Clusit analysts, the automotive sector is the one
more exposed to cybercrimes with an incidence of + 200 %, followed by the researcheducation sector with a + 128 %. The hospitality sector, including hotels and restaurants,
and the touristic one have registered an increase of 69 % from January to June 2018
compared to the first semester of the previous year. Clusit analysts have also identified
the techniques used by cyber criminals to target them: + 22 % for the ―simple malware‖
programmes used to enter the bugs of computers software, industrially produced and
sold at low-cost.
The chart here below shows the number of dangerous attacks (source CLUSIT):

Types of victims in percentage (source Clusit):

1

Romantik Seehotel Jaejerwirt

148

What to do?
Nowadays, the hospitality sector manages a large quantity of data through specific
software and need to protect confidential data and privacy of customers from external
threatens.
Sure, you will have to use such systems
properly and make them safe from
possible attacks. Please note that IT
security include all tools needed to
protect IT systems and cope with
internal and external attacks. To manage
risks efficiently, it is necessary to
identify
and
evaluate
threatens,
vulnerabilities and all risks that could
provoke serious damages to the company
both in terms of budget and reputation,
as well as in social terms.
The
NIST
(National
Institute
of
Standards and Technology) Cybersecurity Framework includes identification, protection,
detection, response and recovery.
To avoid the access to confidential data or identities theft, it is pivotal to protect the
system through limited access, difficult passwords including letters, numbers and
symbols, and to renew these passwords regularly. Threatens to IT systems aim to create
disruption or data loss. These could be due to accidental events due to hardware or
software‘s dysfunction as well as to unwanted events: in the first case, you should
remember to backup data periodically on other devices or on reliable cloud services; in
the second case, you should set up anti-malware, use prepaid cards and set up apps to
track down lost or stolen devices.
So, please, pay attention! Do not open attachments from suspicious emails, but also
remember that this is not enough to prevent the worst consequences.
Please keep in mind
IT security protects you, the customer and the structure in
which you work. Do not rush and apply your competences!
Passive security
Passive security concerns physical security
in terms of keeping devices in safe places,
barely reachable by unauthorized people as
well as protecting them from potentially
damaging temperatures and humidity.
Active security
Active security concerns the authentication
and authorization to access the system in
order to ensure the confidentiality and
integrity of data.
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The main countermeasures to tackle possible IT attacks are:
 Authentication system;
 Limited access for users;
 Firewall (software monitoring and controlling traffic);
 Backup;
 Antispyware (to tackle spy files that collect information and send it to profit organization);
 Obfuscation strategy (adding confusing information to interfere with data spying);
 Paying attention to software licences;
 Not to open attachments from doubtful or unknown sources to avoid the unaware
set up of spying software;
 Using cryptography to crypt private messages;
 Using digital signature;
 Increasing privacy within browser settings;
 Paying attention to Cookies acceptance (they could be used for advertising purposes).
Software security
Also OS and programmes are liable to IT attacks such as Virus (infecting programmes
making the attacked software unusable), Trojan (programmes acquiring the
administrator‘s privilege) and Cracking (removing copyright protection).
The Update and Upgrade of OS could be a countermeasure as well as the set-up of
antivirus. Concerning antivirus, users need to scan devices periodically in order to
increase security.

Network security
The broadcasting of confidential information over a digital network is also liable to IT
attacks such as sniffing (process of passive intercepting and logging traffic) and port
scanning (to probe a server or host for open ports). As countermeasures, you can
apply appropriate networks protocols (HTTPS, SSL, TLS, etc.).

Compliance to the legal framework concerning Privacy
Privacy and GDPR
For your job, it is crucial to know the law
concerning privacy because you will need
to manage a large quantity of sensitive
data through the technological devices at
your disposal. Please keep in mind that
privacy generally identifies the right to
confidentiality of people‘s private life.
In the age of digitization and instant
communication,
data
and
privacy
protection has become a so crucial issue
as to require a new legal framework. IT
security concerns the individual, who has

150

to monitor the treatment of his data and be protected legally, as well as the
companies.
In the hospitality sector as well, companies should be aware of the main legal
principles in terms of personal and confidential data processing and take action to
protect them against spyware and social engineering (acquisition of confidential data
and personal information).

WARNING
Sensitive data should be kept in a safe: protect them with secure
and professional tools updating all related systems and software.

The GDPR (General Data Protection Regulation) is the general legal framework on
data protection and privacy in the European Union (issued on the 25 May 2018),
updating the previous and outdated set of rules. The GDPR defines measures to
prevent data breaches, codes of conduct on data management, responsible figures,
actions to take in case of violations and related sanctions.
Among the general provisions, article 1 of the GDPR defines its subject-matter and
objectives:
1. This Regulation lays down rules relating to the protection of natural
persons with regard to the processing of personal data and rules relating to the free movement of personal data.
2. This Regulation protects fundamental rights and freedoms of natural
persons and in particular their
right to the protection of personal data.
3. The free movement of personal data within the Union shall be neither restricted
nor prohibited for reasons connected with the protection of natural persons with
regard to the processing of personal data.
The Regulation identifies the following:
- Areas of application: the material scope (type of data) and territorial scope (location),
(Chap. I, art. 2-3);
- Definitions: particularly, the difference between ‗personal data‘ (relating to a natural
person), ‗sensitive data‘ (relating to genetic, biometric and health data), and data
relating to crimes and convictions (Chap. I, art. 4);
- Lawfulness of processing (Chap. II, art. 6), according to transparency, legitimacy,
essentiality, confidentiality, integrity and accuracy;
- Conditions applicable to child's consent in relation to information society services
(Chap. II, art. 8) and Processing of special categories of personal data (art. 9);
- Transparent information, communication and modalities for the exercise of the
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rights of the data subject (Chap. III, art. 12), Information to be provided where
personal data are collected from the data subject (Chap. III, art. 13), Right to
rectification and erasure (art. 16-17), Right to data portability (Chap. III, art. 20),
Right to object (Chap. III, art. 21);
- Obligations of the controller and the processor (Chap. IV, sect. 1);
- Security of personal data processing (Chap. IV, sect. 2);
- Data protection impact assessment and prior consultation (Chap. IV, sect. 3);
- Designation and tasks of data protection officers (Chap. IV, sect. 4) and of the
supervisory authorities (Chap. VI), in cooperation with the European Data Protection
Board (Chap. VII, sect. 3);
- Remedies, liability and penalties (Chap. VIII).
Some tips to protect your privacy over the network may concern the choice of your
passwords, the selection of right privacy options for your browser, the elimination of
outdated accounts. Incognito browsing could be a useful strategy not to leave tracks of
cookies, history and access data to emails.
There are also specific software protecting privacy by improving anonymity (e.g.
TunnelBear and Ghostery) or using automatic tools, e.g. "Privacy Badget", that prevent
browsing data tracking.
But probably the most important rule remains the common sense and the utmost care in
publishing posts, photos and videos without irremediably compromising our privacy …
asking providers for data erasure it is always very difficult. Please keep in mind that we
do not know how our data could be used in the future maybe affecting our relations or
even our employer when hiring.
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Lesson 3 Netiquette and Cyber harassment
How to communicate on the Web
The hospitality sector is strictly concerned by communication systems both for
advertising purpose and interaction with customers as well as not to do mistakes that
could compromise their visibility. You need to pay great attention in the use of social
networks because your private identity is also linked to your workplace. It is thus
possible to influence clients indirectly. Online communication systems such as chat,
emails and especially social networks following the occurrence of Web 2.0, have radically
changed
the
interaction
and
information
exchange
modalities
among users. Online communication
does not include the verbal and nonverbal language but is also different
than
the
press.
Online
communication is characterized by an
essential type of writing, fragmented,
quick,
full
of
links,
mostly
spontaneous and not pondered. The
result is a divided attention. Given
these peculiar features, users should
respect a range of formal and nonformal rules called Netiquette to avoid
relational accidents due to mistaken
communication. Netiquette is a word
composed of two terms: the English ―network‖ and the French ―etiquette‖ (politeness).
The failure of those rules produces general disapproval among users up to the
marginalization and exclusion from service providers‘ suppliers.

WARNING
Do not be impulsive, yet implement rules and strategies
benefitting relations!
It is important to be aware of official rules not to incur in legal consequences, such as
defamation or spamming, as well as to behave according to common sense principles as
it follows:
 Awareness of the target or the newsgroup as well as of the topic, paying attention to
grammar, vocabulary and spelling so that everyone can understand what is written;
 Messages must be concise and clear, identifying the topic;
 Careful use of bold and capital letters: they could mean something different than
what you intend;
 Topics must be clear and evident;
 Messages must be addressed to a mailing list or newsgroup;
 When replying to a message, always highlight the passages of the original message as
well as the answers;
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 Do not reply to personal attacks within group chats yet use private chats to solve
problems;
 Do not post messages without the author's consent;
 Do not take part to discussions occurring between two interlocutors;
 Read carefully all FAQ (Frequently Asked Questions) before replying;
 Do not send advertisements if not requested;
 Do not judge other people's messages, but reply in a polite and non-critical way;
 The language used must be known by all users, trying to be as understandable as
possible where mistakes could occur in case of lack of knowledge;
 Respect cultural, religious and gender diversity, avoiding racism, sexism, homophobic comments and social discrimination;
 Do not provide information on illegal and immoral activities;
 Check and verify all information provided not to disseminate fake news, aiming at
misinforming and influencing public opinion through invented, misleading and
falsified information;
 Do not publish images, videos or posts including sensitive contents if not explicitly
required and in the form of link;
 Pay special attention in attaching emoticons or GIFs: they must be coherent to the
text and its meaning.
It is worth to keep in mind that too long messages or heavy attachments including
copyrights or damaging virus are totally useless. With regards to emails, pay attention to
the sender and to the list of addresses by putting them in copy (Cc) if the same message
should be sent to many users or in blind carbon copy (Bcc) if you need to conceal the
addresses. Social networks, such as Facebook, Instagram and WhatsApp, have broaden
the attention and suggestions relating to the netiquette: respect privacy, do not post own
photos and videos with people without their consent, do not use fake names or stolen
identity (legally prosecutable), do not tag people without their consent. Videos and photos
you post should not offend anyone or affect the private life of the concerned person.
Only some of the Netiquette rules have been listed here. Moreover, it is not possible to
limit online communication to digital skills, rather it is to refer to a broader perspective of
Digital Literacy. This process includes the participation of people to a digitized society
and involves relational aspects, cognitive and cultural skills in formal and informal
contexts of the network and of ICTs in general.
It is worth to underline that anything in contrast with netiquette, can be classified as
computer crime (hardware or software): it is a general abuse of IT.
Below is a list of cybercrimes that are somehow linked to the hospitality world.
Cyberbullying and Cyber harassment
At your workplace, you could probably bump
into relational issues with colleagues from the
restaurant room or the kitchen, also affecting
the network and, in particular, social networks
where groups and alliances are created,
divisions increase or defamation can eventually
result in mobbing.
Such behaviour is called cyberbullying (or
cyber harassment for adults): it refers to a
continuous, repeated, offensive and systematic
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attack against a person over the network. Beyond being harmful for the target and legally
prosecutable, this behaviour damages also the working group and the organization itself.
There are different categories of cyberbullying:
 Doxing: dissemination of personal data;
 Exclusion: marginalization of a person from a group;
 Impersonation: taking another person‘s place;
 Harassment: harassment and insults;
 Flaming: violent and gross messages to unleash the web;
 Cyberstalking: harassment and denigration to instil terror and fear;
 Denigration: Defaming a person.
Spam
It is an unexpected, unwanted and illegal sending of e-mails for commercial purposes.
Fraud
Computer fraud include falsification of documents, attacks on the integrity of data
through the spread of virus and malware as well as attacks on data confidentiality and IT
communications (hacking computer systems).
Other
Other forms of cybercrime concern drug trafficking and terrorism.

RECOMMENDED READINGS
Add here external links to interesting information and/or book‘s references using the
PADAWAN Course Menu
https://ec.europa.eu/info/law/law-topic/data-protection/reform_it?
pk_source=google_ads&pk_medium=paid&pk_campaign=gdpr2019
https://eur-lex.europa.eu/legal-content/IT/TXT/?uri=CELEX%3A32016R0679
https://youtu.be/fNPyu8GO6RI
https://www.linkedin.com/pulse/la-netiquette-il-galateo-di-internet-15-regole-per-retegianquinto/
REFERENCES:
Chart 1: Format Research
Chart 2: Clusit
Chart 3: Clusit
Image 1:"Cybersecurity green" by Infosec Images is licensed under CC BY 2.0
Image 2: "data security privacy lock password" by Book Catalog is licensed under CC BY
2.0
Image 3: "Privacy and Encryption" by Infosec Images is licensed under CC BY 2.0
Image 4: "Europe privacy law GDPR" by SmedersInternet is licensed under CC BY 2.0
Image 5: ―N etiquette1" by hj_dewaard is licensed under CC BY 2.0
Image 6: "Capital Campaign" by Allison Perry is licensed under CC BY-NC-ND 4.0
Source of photos:
http://cid.mk/2020/01/25/training-course-digital-competences-in-nfe/
https://www.rri.ro/en_gb/digital_competences_in_romania-2550308
http://www.gisintl.com/solutions/special-project/digital-hotel/
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Test – Introduction
Methodology based on experience and self-assessment
Duration: 20 minutes
Test your digital competences.
In your app store, search for recipe books for kitchen robots as well as free software for
demotic control (smart home), and follow their programming instructions. You will see, it
is easier than what you think!
Test – Lesson 1
Part 1: active research
Duration: 20 minutes
Which are the prevention measures for IT attacks on your device?
Try to assess their effectiveness and check all possible system updates.
Browse the internet for the best open source software or freeware protecting computers
from malware and virus, and compare them.
Part 2: achievement test
Duration: 15 minutes
You pass the test by achieving at least the 75% of right answers.
What is IT security?
It includes all means aimed at protecting IT systems from internal and
external attacks.
It includes all means aimed at protecting IT systems from external
attacks.
It includes all means aimed at protecting IT systems from internal
attacks.
It includes all means aimed at preventing IT systems from internal and
external attacks.
What are the damages caused by IT attacks on companies?
Economic
Social
Reputational
All previous options
What do cybersecurity guidelines include?
Identification, protection, detection and recovery
Identification, protection, detection and response
Identification, protection, detection, response and recovery
Identification, detection, response and recovery
What are the suggestions in order to prevent accidental events?
To set-up anti-malware, use prepaid cards and set-up apps tracking
down lost or stolen devices
To backup data periodically on other devices or on reliable cloud services
It is enough to set up anti-malware
None of the previous options
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What are the suggestions to prevent unwanted events?
To set-up anti-malware, use prepaid cards and set-up apps tracking
down lost or stolen devices
To backup data periodically on other devices or on reliable cloud services
It is enough to set up anti-malware
None of the previous options
How could IT security be?
Passive
Active
Active and passive
None of the previous options
Physical security in terms of keeping devices in safe places and barely reachable
by unauthorized people as well as protecting them from potentially damaging
temperatures and humidity refers to:
Cybersecurity
IT security
Active security
Passive security
Logical security in terms of authentication and authorization to access the
system in order to ensure data confidentiality and integrity refers to:
Cybersecurity
IT security
Active security
Passive security
What are Virus, Trojan and Cracking?
Programmes having advertising purposes
Programmes you could not defend against
Programmes used for IT attacks
None of the previous options
What are the main countermeasures to tackle possible IT attacks?
Authentication system, Firewall, Backup, Antivirus, Cryptography
Switching off your device after using it
Calling experts anytime antivirus programmes require updates
Limiting the access to internet during the day
What are the suggestions to prevent unwanted events?
To set-up anti-malware, use prepaid cards and set-up apps tracking
down lost or stolen devices
To backup data periodically on other devices or on reliable cloud services
It is enough to set up anti-malware
None of the previous options
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Test – Lesson 2
Part 1: active research
Duration: 30 minutes
How many of your data are available online? Please do an easy research to find photos,
videos, subscriptions to social networks or to other open services as well as the evidence
of homonymy cases. Then, please verify among your browser settings your privacy level,
the accepted cookies, your websites history, your saved passwords, and update them if
too old. Finally, research some apps or browser extensions that ensure a better
protection.
Part 2: achievement test
Duration: 15 minutes
You pass the test by achieving at least the 75% of right answers.
What does privacy mean?
Right to confidentiality of individuals‘ public life
Duty of confidentiality of individuals‘ private life
Right to confidentiality of individuals‘ private life
None of the previous options
What is the GDPR?
It is the general regulation on data protection and privacy
It is a set of guidelines on data protection and privacy
It is the general regulation on data protection
It is the general regulation on privacy protection
What does the GDPR define?
Only measures intended to prevent data breaches
Only measures intended to prevent data breaches and codes of conduct
on data management
All measures intended to prevent data breaches, codes of conduct on data
management, responsible figures and actions to take in case of violations
All measures intended to prevent data breaches, codes of conduct on data
management, responsible figures, actions to take in case of violations and
related sanctions
The GDPR lays down rules relating to the protection of natural persons with
regard to the processing of personal data and rules relating to the free movement
of personal data.
False, it does not lay down any rule
True
False, it does not concern natural persons
True, but it concerns only the processing of personal data
The GDPR protects all rights but not all fundamental freedoms of natural
persons, in particular their right to the protection of personal data.
False, the right to the protection of personal data is not a fundamental
precondition
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False, the Regulation protects all fundamental freedoms, but not all rights
of natural persons
True
False, the Regulation also protects all fundamental freedoms of natural
persons

The free movement of personal data in the European Union cannot be limited
neither prohibited for reasons relating to the protection of natural persons.
True, but it can be limited and prohibited for reason linked to the
processing of personal data
False
In part
True
Other
What are Spywares?
Studies of individual behaviours to collect useful information
Software intercepting information on user‘s activities during web surfing
for profit and advertising purpose
Damaging software, in particular for vulnerable systems
Software disturbing the activities carried out by the user
What is Social engineering?
Studies of individual behaviours to collect useful information
Software intercepting information on user‘s activities during web surfing
for profit and advertising purpose
Damaging software, in particular for vulnerable systems
Software disturbing the activities carried out by the user
What are some of the tips to protect one’s own privacy during web surfing?
Choosing a ―weak‖ password to better remember it, setting the options of
privacy for the browser, deleting outdated accounts, browsing in
incognito, using specific software or automatic tools preventing history
tracking down, common sense
Choosing a ―medium‖ password, setting the options of privacy for the
browser, deleting outdated accounts, browsing in incognito, using specific
software or automatic tools preventing history tracking down, common
sense
Choosing a ―strong‖ password, setting the options of privacy for the
browser, deleting outdated accounts, browsing in incognito, using specific
software or automatic tools preventing history tracking down without
paying too much attention in web surfing
Choosing a ―strong‖ password, setting the options of privacy for the
browser, deleting outdated accounts, browsing in incognito, using specific
software or automatic tools preventing history tracking down, common
sense
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There are no particular issues in terms of publishing posts, photos, videos and
personal data because these are protected by providers.
True, providers protect any published data
False, the user is the first responsible for his own publication
True, providers filter all publications
True enough, it depends on the privacy settings of the browser

Test – Lesson 3
Achievement test
Duration: 15 minutes
You pass the test by achieving at least the 75% of right answers.
What does Netiquette mean?
Rules imposed by providers relating to the use of instant communication
Formal and informal rules for networking
Rules for privacy protection
Rules for networking
What are some of the right rules relating to Netiquette?
Careful use of bold and capital letters because they could be associated to
high volume of voice
Common use of bold and capital letters
Using only capital letters
Using only bold type
What are the options for email recipients?
To (primary recipients), Cc (carbon copy to secondary recipients or other
interested parties), Bcc (blind carbon copy to tertiary recipients)
To (carbon copy to secondary recipients or other interested parties), Cc
(primary recipients), Bcc (blind carbon copy to tertiary recipients)
To (blind carbon copy to tertiary recipients), Cc (carbon copy to secondary
recipients or other interested parties), Bcc (primary recipients)
What does Cyberbullying mean?
It is an IT crime referring to drugs traffic and terrorism
Harassment and denigration to instil terror and fear
A continuous, repeated, offensive and systematic attack against an adult
over the network
A continuous, repeated, offensive and systematic attack against a minor
over the network
What does Spam mean?
Spreading of personal data
Marginalization of a person from a group
Unexpected, unwanted and illegal sending of emails for commercial
purposes
Harassment and insults
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IT fraud refers to falsification of documents, attacks on the integrity of data
through the spread of virus and malware as well as attacks on data
confidentiality and IT communications
False, it does not concern virus and malware
False, it does not concern the falsification of documents
True
False, it does not concern data confidentiality
What does Cyber stalking mean?
It is an IT crime referring to drugs traffic and terrorism
A continuous, repeated, offensive and systematic attack against a minor
over the network
A continuous, repeated, offensive and systematic attack against an adult
over the network
Harassment and denigration to instil terror and fear
What does Cyber harassment mean?
A continuous, repeated, offensive and systematic attack against an adult
over the network
Harassment and denigration to instil terror and fear
A continuous, repeated, offensive and systematic attack against a minor
over the network
It is an IT crime referring to drugs traffic and terrorism
Can Mobbing increase due to the network?
No
Yes
Only anonymously
Limitedly to the groups of interest
Is it possible to publish own photos and videos with other people without prior
consent?
Yes, but only if people are 18 years old
Yes, but only if people are 16 years old
No online publication in possible without prior consent of the interested
people
Yes, but only if people are 16 years old
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