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Your Hotel

Management/Staff

Manual
Month / Day / Year

(It is important that you review every section of this manual and add to, change or remove all sections that do not match up with your property. It is also important to review this document with regards to what is legally correct in your operating area and if you operate in a union environment, that the words stay within the context of the existing union contract.) 
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Welcome
The Brand

In this section, outline the history of the brand including but not limited to:

▪
Location of head office

▪
History of the Brand

▪
Co-Brands

▪
The Brand positioning statement

Your Hotel

In this section, outline the history of your property including but not limited to:

▪
Location of head office if different from the property

▪
History of your property

▪
Your Hotel’s contribution to the community at large

▪
Your Hotel’s positioning statement

▪
Your Hotel’s operating philosophy

Important Telephone Numbers

List all numbers and extensions that are important to the team.

Organization Chart

Make as complete as possible.
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I Can Do It!
I Can Do It! Guest Service at Your Hotel
Now that you’re an Our Hotel employee, you’ll hear a lot about “I Can Do It!” service. “I Can Do It!” is Our Hotel’s way of providing quality service to guests. “I Can Do It!” involves:

▪
An “I Can Do It!” attitude. This is an attitude that is positive towards servicing the guest and team members, and it is positive towards the job that we do.

▪
Delivering Our Hotel’s three “I Can Do It!” service standards:


▪
Give Personal Attention


▪
Take Personal Responsibility


▪
Use Teamwork

▪
Reaching Our Hotel’s service goal.

The “I Can Do It!” Service Model
The “I Can Do It!” Service Model shows how an “I Can Do It!” attitude, the three “I Can Do It!” service standards and Our Hotel’s service goal are related to each other.
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LISTEN
Give the guest your undivided attention

L]
APOLOGIZE WITH EMPATHY

Say “I'm sorry” and show understanding of the
situation from the guest's point of view.
Apologize - If at this point you know there is nothing you can
. do to recover the problem, be prepared to
with Empathy invoke the guarantee.
o[
FIND A SOLUTION

. F Find a solution as quickly as possible, or if a
Find a solution isn’t obvious, offer the guest some

Solution options that might satisfy him or her.
- If there are no solutions that satisfy the guest,

be prepared to invoke the guarantee.

L]

FOLLOW THROUGH
Do what you promise, and check to be sure you
have achieved 100% guest satisfaction.
L]

Find a Solution Using the Making It Right Decision Grid
The Making It Right Decision
Grid will help you use the
appropriate judgment when
choosing solutions to guest
problems.
The grid weighs the severity of

the problem, from the guest's
perspective, with the amount of
responsibility the hotel holds in
creating the problem — also
from the guest's perspective.




▪
Our “I Can Do It!” ATTITUDE influences our ACTIONS

▪
Our ACTIONS, or delivery of the “I Can Do It!” standards, creates the RESULTS we get

▪
The RESULTS—Our Hotel’s service goal, influences our “I Can Do It!” ATTITUDE, and the cycle continues

Our Hotel’s Service Goal:
We create 100% guest satisfaction by providing I Can Do It!

real hospitality and by exceeding expectations.
Real hospitality can only be delivered when people care. It happens when we want to serve guests as real people, in a more personal way. Our Hotel is known for our genuine hospitality. It sets us apart from all other hotel companies in the world.

To exceed expectations, you need to figure out what the guest really wants by listening closely, noticing the guest’s needs and emotions, and asking questions to clarify what you think the guest is asking for. Then, look for a way to do more than the guest expects.

An “I Can Do It!” Attitude
There’s a saying at Our Hotel: “We don’t hire people and train them to be nice. We hire nice people and train them to be excellent employees.” You were selected from all other job candidates because we know you have the attitude to master the qualities needed to deliver “I Can Do It!” service to each guest.
An “I Can Do It!” attitude is an attitude that truly cares about the guest and our team members. It also includes a positive attitude towards the job that we do.

Three “I Can Do It!” Service Standards

How can you deliver “I Can Do It!” service? Here are three ways:
1.  Give personal attention

Giving personal attention includes anticipating needs:


▪
Noticing things the guest wants or needs before they have to ask, and in some cases, before they even know they need it.


▪
Approaching guests with an offer of help or a greeting before they approach you.


▪
Recommending services or ideas that would benefit the guest and add value to his or her stay.


Giving personal attention includes treating every guest as a very important individual:


▪
Using the guest’s name whenever possible.


▪
Giving the guest your full attention.


▪
Making guests feel as if they are your priority and the only guest you have served today.


▪
Empathizing with the guest’s needs wants and emotions.

2.  Take Personal Responsibility

Taking personal responsibility includes following through by:


▪
Being timely and responsive.


▪
Keeping promises.


When telling guests something you are going to do for them, tell them how long it is going to take.


▪
Taking personal responsibility includes checking satisfaction:


▪
Taking responsibility for ensuring the guest is satisfied.


▪
Finding out how we are doing in servicing the guest.


Taking personal responsibility includes offering alternatives:


▪
When you can’t meet a guest’s request, take personal responsibility to provide options that can meet or exceed what the individual is wanting.


Taking personal responsibility includes showing appreciation by:


▪
Sincerely valuing the gift of business the guests brings us.

3.  Use teamwork

Using teamwork includes communicating:


▪
Contributing. A team is only a team when each person contributes.


▪
Knowing when to ask for help.


▪
Knowing when to offer help.


Using teamwork includes doing your part:


▪
Fulfilling your role as a part of the bigger picture of satisfying the guest.

Making It Right

Part of giving “I Can Do It!” service is handling guest complaints. To help you serve guests during difficult situations, we’ve developed the “Making It Right” strategy.
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Listen

Give the guest your undivided attention.

Apologize with Empathy

Say “I’m sorry” and show understanding of the situation from the guest’s point of view.

If at this point you know there is nothing you can do to recover from the problem, invoke the guarantee.
Find a Solution
Find a solution as quickly as possible, or if a solution isn’t obvious, offer the guest some options that might satisfy him or her.

If there are no solutions that satisfy the guest, invoke the guarantee.

Follow Through
Do what you promised, and check to be sure you have achieved 100% guest satisfaction.

When handling guest feedback and problems, keep the following facts in mind. On average:


▪
An unhappy guest will tell nine people about the bad experience.


▪
A guest whose problem was solved will tell five people about the good experience.

 “I Can Do It!” is Our Hotel’s way of going beyond guests’ expectations. It’s your way of doing everything possible to provide excellent guest service. When you focus on what you can do for guests, you’re using “I Can Do It!” service.

100% Guest Satisfaction Guarantee

Our Hotel has put its promise of complete guest satisfaction in writing—the 100% Guest Satisfaction Guarantee:

Our goal at Our Hotel is 100% guest satisfaction.

If you aren’t satisfied with something, please let us

know, and we’ll make it right or you won’t pay.

Our Hotel believes the guarantee will make a difference for you and your hotel in attracting and keeping loyal customers and providing quality service.

When Do You Offer the Guarantee?

▪
When something happens that the guest sees as high in severity, and


▪
From the guest’s point of view, the hotel has a high level of responsibility for the problem, and 


▪
You can’t make it right in any other way that will satisfy the guest.

The Five Steps to Invoking the Guarantee:

Step 1.
Explain that Our Hotel has a 100% Guest Satisfaction Guarantee and offer to the guest that they not pay for that night’s stay or for the service in question.

Step 2.
Ask if that would be satisfactory.

Step 3.
Fill out the voucher form and ask the guest to sign.

Step 4.
Refund or credit the amount.

Step 5.
Ask the guest to return.

The 100% Guest Satisfaction Guarantee is the most important commitment we can make to our guests – and you are critical to its success.

Our Hotels Service and Supporting the Commitment at Our Hotels Pledge...
We Promise..."Service with a
After a long day of travel, a warm reception at check-in makes guests 
smile...a cheerful greeting, a
feel welcome. A cheerful greeting from any employee at any time 
pleasant "Hello"…
expresses our hospitality.

We Mean It When We Say...
Offer your assistance. Help a guest locate an all night pharmacy, assist 
"It's no trouble at all."
the guest with jump starting a dead battery or volunteer to carry a 

disabled person’s luggage. Your eagerness to help will be remembered.

We Want To Know...
At check-out, inquire whether the guest's stay was satisfactory. This is 
"Did you enjoy your stay?”
your opportunity to get feedback and to alleviate potential complaints. 

Remember, satisfied guests multiply and return.

You Can Expect A..."Thank
Thank guests for their patronage at check-in and check-out. Let them 
you for staying at Our Hotel."
know that we appreciate their business.

Because At Our Hotel… “We
When guests check out, invite them to stay at Our Hotel on their next 
look forward to seeing
trip. Offer to help them book their future reservations at any Our Hotel
you again” 
location.

That's our Promise to you from Every Member of Our Hotel’s Family.
THE GAME PLAN FOR SUCCESS
1.
Power of Attitude: What you attempt to do is determined by your motivation. How well you do something is determined by your attitude.

2.
Tackle Adversity: I’ve never encountered a person who achieved anything that didn’t require overcoming obstacles. Expect them.

3.
Have a Sense of Purpose: Understand what you are trying to do. Stay focused on your primary purpose. Give your employers what they want.  Someone who delivers a first-rate performance every day.

4.
Make Sacrifice Your Ally: Most losing organizations are over-populated with people who constantly complain about life’s difficulties. They drain your enthusiasm and energy. Take pride in making sacrifices and having self-discipline.

5.
Adopt Or Die: Things are always changing. So embrace the fact that your life and career are always in transition.

6.
Chase Your Dreams: All great accomplishments start with a dream. Dreams fuel your enthusiasm and vision. They give you the desire to get up in the morning and achieve.

7.
Nurture Your Self-image: A positive self-image grows out of having strong character. To be trustworthy, committed to excellence, and care for others are the picture of a successful person.

8.
Foster Trust: All relationships are based on trust. Tremendous opportunities have been ruined because people didn’t have the discipline and decency to do what’s right. Do what you feel is right regardless of peer pressure or personal desires. Success and confidence will not be far behind.

9.
Commit to Excellence: Do everything to the best of your ability. High standards. When you lower your standards, you only invite mediocrity.

10. Handle with Care: Treat others as you would like to be treated – with concern and care.

Attitude Reflects Leadership
Hotel Information
Guest Room Configurations

Provide a description of all room types.
Meeting/Conference Room Configurations
Provide a description of all room types.

Policies and Procedures
Compensation Policies & Procedures
Employee Records

Keeping your employee file up to date is important for both Payroll and Benefit Administration. Any changes in your name, address, telephone number, social insurance number, direct deposit information, dependents, beneficiary, or desired benefit coverage need to be reported to the HR Department in order to avoid inconveniences that could arise through outdated information. To comply with current Government Legislation, the Hotel is required to collect and maintain personal and confidential information on all employees. We collect only that information which is relevant and necessary to these functions and will keep it confidential.

Payroll Process

Pay is compiled and paid every second Thursday. The pay week runs from Monday a.m. to Sunday p.m. Payroll will distribute cheques every other Thursday at 11:00 a.m. Under no circumstances will cash advances or the release of your pay at an earlier time be allowed.

If you have a complaint or a question regarding your pay, you are encouraged to discuss your concerns with your immediate Supervisor or your Department Manager. If you require additional information, contact the Payroll Clerk.

Sick Pay

All full-time salaried employees will be granted eight (8) sick days per year with pay after one year of employment. 

Employees must notify their department head or the duty manager a minimum of 4 (four) hours prior to the start of their shift, giving the reason he/she is unable to attend work, the date of his/her expected return, and detail as to where he/she can be contacted during his/her absence. 

A Request for Time Off form must be completed by your Supervisor upon your return, and submitted with the timesheets to Payroll in order to be paid for the time off. A doctor’s note must be provided upon request.

This benefit may not be held and carried from year to year, nor is it monetarily reimbursed.
Bereavement 

An employee, who has completed their probationary period, who suffers the loss of an immediate relative shall be granted, if needed, up to three (3) consecutive working days off with pay to make arrangements and attend the funeral.  

An immediate relative shall mean: spouse (which for the purpose of bereavement leave will include a partner of the same sex), mother, father, sister, brother, son, daughter, mother-in-law, father-in-law, brother-in-law, sister-in-law, employee’s grandparents, grandchildren or such other person as may have been a member of the employee’s household at the time of death, i.e. guardian or ward.

A Request for Time Off form must be completed by you or your Supervisor and submitted with the timesheets to Payroll in order to be paid for the time off. 
Vacation

In each year, full time salary and hourly paid employees are entitled to vacations based upon their completed years of service, upon successful completion of the probationary period. Your employment start date (or anniversary date) will be used to calculate all vacation entitlements.

For full-time salary and hourly paid employees, vacation time is earned at a rate of 4% (the equivalent of two weeks vacation) and will become available after the first year of employment. 

After five (5) years of service, vacation time will be earned at a rate of 6% (the equivalent of three weeks vacation). The maximum length of time allowable to be away at any one time is two weeks.

Part-time employees will accrue vacation at the same percentage as full-time employees

All vacations must be requested in advance and approval will be given by your Department Head, based upon work requirements and other departmental vacation requests. If conflicting dates occur, employees with the greater seniority will have first choice of dates. 

A Request for Time Off form must be used to request all vacations. Once your vacation request has been approved, this form will be submitted to Payroll with the timesheets and arrangements will be made to pay you when you take your vacation.  

Vacation may be taken at certain times of the year. Vacation times for Housekeeping, Maintenance, and the Front Desk are available from November 1 to April 30. Vacation times for Sales and Catering are available during the month of January and from June 15 to September 1. 

Please note that vacation time that is not taken within the entitlement year may not be carried over to subsequent years.

Scheduling Policy

Schedules will be posted at least one week in advance. Only the Department Head may make changes or adjustments to the schedule.  
It is each individual staff member’s responsibility to know their work schedule each week.  This schedule may vary from week to week and therefore must be verified weekly.  You are expected to report to work on time, as scheduled. You should be at your place of work, ready to work at your scheduled start time. 

Personal Expenses – Reimbursement

For any job related expenses (i.e. daily organizer) to be reimbursed, the purchase and the price must be approved by your Department Head in advance. Once the purchase is made, the original receipt must be signed by the Department Head. Submit this to the Accounting Department only, for reimbursement.
Human Resources Policies
Group Benefits

All full-time employees who have successfully completed their probationary period are eligible to join the company benefits plan. By full-time, you must be working a minimum of 32 hours per week consistently.

At this time, Human Resources will send you a memo informing you of your eligibility along with an enrollment form and booklet outlining your coverage.  You must complete the enrollment form and return it to Human Resources within 30 days of completing your probationary period or coverage could be denied. 

Recognition Programs

All Supervisors are encouraged to recognize superior performance by employees and reward this performance accordingly. Through positive reinforcement, we will encourage high quality service.

Service Award – Exceptional Service Employee Award
This service award is to be given to an employee who is going beyond what could reasonably be expected in service to a guest, their fellow employee or to the Hotel. All submissions for this award must be made to the General Manager who will have sole discretion in granting this award. The employee exemplifies the “I Can Do It” attitude.  

This award will also be provided to members of the Health and Safety Committee who have served a minimum of three months on a yearly basis.

As winner of this award, the individual will receive the following:

1.  A certificate  

2.  Their choice of movie passes (2) or alternative or alternative.
Service Award – Housekeeping
Each month, through a vote of the guests of the property and a supervisor’s evaluation of the housekeeper, a Housekeeping Award will be given. There must be a minimum of 25 votes in total for this award to be given.

The individual winner will receive the following:

1.  A certificate  

2.  A $50.00 cash award.  

3.  A copy of the certificate will be copied to their personnel file.

Service Award – Employee of the Year
This Service Award will be given to recognize the employee (all employees except Department Heads and higher are eligible) who best exemplifies the “I Can Do It” attitude to our guests and fellow employees with a consistent outstanding level of service over the course of the year.

Election Procedures

During the first week of November, ballots will be distributed to all employees. There will be a seven-day period for employees to submit their choice to the Human Resources Manager with an explanation as to why they chose this individual. Only in the case of a tie will the General Manager vote.

As winner of the Employee of the Year, the individual will receive the following:

1.
A Certificate

2.
A $250.00 Cash Award

3.
A Weekend for two at Name of Hotel, with breakfast and dinner.

4.
Recognition of the award on a lobby plaque

5.
A copy of the certificate will be copied to their Personnel File

Service Award – Food and Beverage
Each quarter, through a vote of the F&B Management Team, a Food and Beverage Award will be given. All Front of House and Back of House employees will be eligible.

The criteria for giving the award include one or more of the following but are not limited to:

▪
The completion of all tasks in a timely and efficient manner

▪
exceeding the guest’s expectations or the expectations of your co-worker

▪
the setting of attainable goals for yourself and the timely completion of same

▪
meeting or exceeding service, health and safety, grooming or training standards

The individual winner will receive the following:

1.  A certificate  

2.  A $50.00 cash award  

3.  A copy of the certificate will be copied to their personnel file

Social Committee

The Social Committee is composed of Our Hotel’s staff members who meet to promote staff interests and development, excellence in communications and to offer continuous improvement of the workplace. By planning non-work related events open to all staff, they create interaction and social opportunities for staff and to promote community in the workplace.

Professional Development 

Educational Cost Sharing

Educational grants will be available on the following basis:

Employees must be employed for a minimum of 3 months. The program selected is to be pre-approved by your department head and the General Manager or Assistant General Manager as being beneficial to your position. The Hotel will reimburse the employee a maximum of 50% of the cost or $50.00, whichever is less upon the successful completion of the program.

Cross Training

You and Our Hotel are about to embark on an exciting new program, Cross Training.
What does this mean? Quite simply, cross training allows every employee and manager the opportunity to spend a few days in any other department in the Hotel. You may already have an interest in that department or perhaps always wondered, "what exactly do they do?” The purpose of this exercise is to create a greater under-standing of the daily challenges and concerns facing each department and to build a higher level of appreciation and awareness for each other. The result will be having a lot of fun and a stronger team.

So how do you get involved? This program will be ongoing and completely voluntary. All you have to do is talk to your department head and they will set it up with the department you are interested in. A minimum of two days will be required for training in each department and you may cross train in as many departments as you like. The only stipulation is that it must be approved by your Department Head and it cannot interfere with busy periods. You will receive your regular rate of pay for the hours worked.

What's in it for me? Other than gaining a great deal of Hotel experience, any employee who successfully completes cross training in three departments will receive a $50.00 cash bonus from Our Hotel.

At the end of the year, providing more than 10 employees do the program, the department with the largest percentage of cross trained employees will be treated to a gourmet dinner party at Our Hotel, served by the Management Team.

Departments involved: 

Catering, Front Desk, Housekeeping, Maintenance, Night Audit, and Sales

If you have any question, please don't hesitate to ask your Department Head, the General Manager or the Assistant General Manager or Human Resources Manager. You may begin immediately. Have fun with it!

Internal Job Posting Process

Our Hotel supports and encourages staff career growth therefore all job vacancies are posted internally for 7 days. After successfully completing the initial three months probation period, interested employees can apply for the posted position.  

Management retains the right to promote into vacant jobs from within the department, without posting, and also to solicit applications from outside the company for posted jobs when special skills are required that may not be available within. 

Staff is eligible to request a transfer to another position provided they have experience and qualifications to meet the job requirements of the posted position. The employee’s level of performance in their current position must be at the satisfactory level to be considered for any transfer. Any employee intending to transfer to a different position within the Hotel must complete an Internal Transfer Form and obtain a positive recommendation from their immediate supervisor.

Probationary Period

You are hired on either a full-time, part-time, contract, or seasonal basis. As a new employee you must successfully complete a probationary period before being able to qualify for regular employment status. The average length of a probationary term is three months. Upon successful completion of this term, as determined through an evaluation with your Supervisor, you will be moved to regular status.  

If you are a full-time employee, achieving this status will entitle you to participate in the employee benefits program. If your probationary period is not successful, the Hotel is under no legal obligation to continue your employment.

Performance Evaluations

All employees will receive a Probationary Evaluation and an Annual Performance Evaluation that will help them to perform more efficiently in their jobs. These reviews are for your benefit, as we firmly believe that every employee has the right to know “how they are doing.” Supervisory staff is trained to give effective feedback about aspects of your performance that require improvement as well as telling you the things that you are doing well. Performance problems and issues should be identified as they occur and corrective steps should be taken to help you improve and as a result, perform your job more effectively. 

The form that has been developed by the Human Resources Department provides your Supervisor with a tool that will promote your personal development, job training and growth.  We want to help you to succeed!

Progressive Discipline Policy

Our Hotel follows a policy of progressive discipline. The purpose of the process is to coach staff members when they fail to meet an expected standard of performance or behaviour. When your Supervisor reviews rules infractions or failure to meet standards with staff members, they will review the standard, ask the staff member what happened, and ask what will change to ensure the standard is met in the future.
The progressive discipline process involves verbal warning, written warning, and termination. A copy of these discipline records must be submitted to Human Resources for the employee file.

The only exception to this would be infractions of those rules serious enough to warrant immediate dismissal, with approval by the General Manager.

Rules of Personal Conduct

The following is a list of those actions and activities that are considered to be violations of Company Rules and Regulations, and will result in disciplinary action in order to encourage compliance.
Minor Offences
 1.
Lateness

 2.
Leaving workstation during work hours without permission

 3.
Wasting time or loitering on Company property during working hours

 4.
Loitering on Company property after hours

 5.
Smoking in unauthorized areas

 6.
Arriving or leaving via other than authorized entrances

 7.
Failure to park in staff parking areas 

 8.
Use of public washrooms (staff washrooms are provided)

 9.
Chewing gum on the job

10.
Posting notices without permission or defacing posted notices

11.
Improper attire (Uniforms to be worn, if applicable, Uniforms not to be worn off property.

12.
Eating in unauthorized areas (designated area - Staff Lunch Room)

Major Offences
 1.
Unauthorized absence for one day

 2.
Causing of disturbance on Company property

 3.
Personal conduct dangerous to others

 4.
Creating or contributing to unsanitary conditions

 5.
Stopping work before scheduled break, lunch or leaving time

 6.
Abuse of lunch or coffee breaks.  (lunch 30 minutes, coffee breaks 10 minutes)

 7.
Repeated lateness 

 8.
Disregard for safety rules or common safety practice

 9.
Performing work other than that of the Company 

10.
Failure to report an accident on the job to the supervisor

Critical Offences - Most critical offences will mean termination immediately
 1.
Unauthorized absence for more than one day

 2.
Stealing from a customer, another employee or the Company

 3.
Falsification of records (i.e. wrong hours for self or another employee), fraudulent statements

 4.
Gambling or fighting on Company property

 5.
Insubordination (refusal to obey orders of a Supervisor during working hours)

 6.
Deliberate destruction or abuse of Company property or the property of employees

 7.
Reporting to work under the influence of alcohol 

 8.
Possession or taking of alcoholic beverages on Company property at any time

 9.
Reporting to work under the influence of drugs, which have not been medically prescribed

10.
The making or publishing of false, vicious or malicious statements concerning any employee, supervisor, or Company.

11.
Possession or taking of illicit drugs on Company property at any time

12.
Unauthorized release of confidential Company information

13.
Threatening, coercing, intimidating, interfering, harassing, sexually or otherwise, another employee at any time

14. Use of inappropriate language (including items listed in #13 but also swearing etc) either to a fellow employee or guest or in front of a guest. 

15.
Sabotage of Company property and/or operations

16.
Sleeping during working hours

17.
Encouraging violation of Company Rules

18.
Failure to report unsatisfactory or unsafe equipment

19.
Dishonesty or misconduct that is detrimental to the Company.

20.
Unsatisfactory work performance 

These work rules and regulations generally represent the code of behaviour governing the employee's conduct while at work. This list may not be complete, as other incidents may arise from time to time which are not identified within.

Personal Appearance

Your appearance has a big effect on your Hotel’s image. One reason you were chosen to work at this Hotel is that we know you will represent Our Hotel well. You can show guests you care about yourself and the Hotel by keeping a clean, professional appearance.
Grooming & Personal Hygiene

You are expected to bath or shower daily and use deodorant at all times.

Hair must be neat, clean, trimmed, and moderate in colour and present a well-groomed appearance at all times.  Food handlers serving the guests and staff must maintain clean and neat hairstyles, covered by a hat or hair net. Long hair must be pulled back from the face and securely fastened.

Male staff must arrive at work clean-shaven for the start of their shift.  Mustaches, beards and goatees must be kept clean and neatly trimmed. 

Makeup and jewellery must be conservative, worn in moderate amounts and must be in good taste. Males are permitted to wear earrings while on duty as long as it is a conservative stud or hoop (one per ear). Staff is not allowed to wear pierced jewellery other than earrings while on duty (unless it is required by religious beliefs). Fingernails should be short, clean and neatly trimmed. Please exercise care in using perfumes, after-shave lotion, and other scented products.

Tattoos must not be visible during your scheduled shift.

Uniform

Uniforms are provided for the staff members who are required to wear uniforms. It is the responsibility of the staff member to wear the uniform properly, clean it regularly, and keep it in good repair. They are to be worn as long as the staff member is on the premises, and are not to be worn off the premises, except on duty.  

Your nametag is a part of the uniform, and must be worn whenever the uniform is required. Each employee will receive two nametags, upon being hired, at no cost to the employee. If the nametag is broken, the employee will bring the broken nametag and parts, at which time it will be replaced at no cost. If the nametag is lost, it will be the employee's responsibility to inform Human Resources, at which time it will be replaced at a cost of $3.00 to the employee.

Non-skid closed toe shoes must be worn instead of tennis shoes, thongs, etc…not only for a more professional appearance but for safety reasons as well.

Alcohol & Drug Policy

Staff is not allowed to report to work under the influence of intoxicants or illicit drugs.  Drinking alcoholic beverages, using drugs or possession of either while on company time or premises will be just cause for disciplinary action, up to and including termination of employment.

Harassment Policy

Every employee has a right to freedom from harassment in the workplace by the employer or agent of the employer or by another employee because of race; ancestry; place of origin; colour; ethnic, national or aboriginal origin; citizenship; political conviction, belief or activity; language; civil status; religion; source of income; social condition; creed; age; record of offences; marital status; family status; handicap (including physical or mental disability); sexual orientation; sex (which includes right to equal treatment without discrimination because a woman is or may become pregnant) or any other protected basis.  

All employees, supervisory and non-supervisory alike, must comply with this policy and take appropriate measures to prevent harassment from occurring. Managers and supervisors are responsible for informing their employees that such conduct will not be tolerated and is subject to immediate disciplinary action.
This policy applies to all employees and applicants for employment and all aspects of the employment relationship, including recruitment, hiring, promotion, transfer, training, compensation, employee activities and termination. It also applies to how employees treat customers, vendors and all other people related to our business.

The term “harassment” may take many forms, including, but not limited to, the following:

▪
Engaging in a course of vexatious conduct or comment that is known or ought to reasonably be known to be unwelcome;
▪
Verbal conduct such as derogatory jokes or comments, slurs or unwanted sexual advances, invitations or comments;
▪
Visual conduct such as derogatory and/or sexually oriented posters, photography, cartoons, drawings, or gestures;
▪
Physical conduct such as assault, unwanted touching, blocking normal movement or interfering with work because of sex, race or any other protected basis;
▪
Threats and demands to submit to sexual requests as a condition of continued employment, or to avoid some other loss, and offers of employment benefits in return for sexual favours;
▪
Retaliation for having reported or warned reporting harassment or discriminatory conduct

Sexual harassment includes but is not limited to unwelcome sexual advances, requests for sexual favours, and other offensive verbal or physical conduct that is either sexual in nature or directed at someone because of gender. Sexual harassment undermines the employment relationship by creating an intimidating, hostile or offensive work environment and will not be tolerated.

Whatever form it takes, harassment is insulting and demeaning to the recipient and will not be tolerated in the work place. Violations of this policy may result in discipline up to and including termination for just cause.

How to File a Complaint

The Hotel encourages any employee who believes they are being discriminated against or harassed to come forward and report such incidents to management. Any employee who believes that they have been subjected to discrimination or harassment from a co-worker, supervisor or non-employee is encouraged to make it clear to the offender that such behaviour is offensive to them and should immediately bring the matter to the attention of management in the manner described below.

Under no circumstances need an employee report the incident to a supervisor whom they allege has engaged in discriminatory conduct or harassment. The Company will promptly and thoroughly investigate any complaint as it arises and will take appropriate action, including termination of employment for just cause, if the circumstances warrant.  The Company will not retaliate or allow any form of retaliation against any employee for making a complaint or participating in an investigation.  In fact, retaliation for reporting or warning to report a violation is itself a violation of this policy. 
If a situation develops which an employee feels should be investigated, the employee should consult the Human Resources Manager or the General Manager. A complaint should be made in writing as soon as possible after the incident and should provide details of the incident or incidents, names of the individuals involved and names of any persons who may have knowledge of the conduct.

The Company will, to the maximum extent feasible, maintain the confidentiality of such complaints on a need-to-know basis. However, investigation of such complaints may require disclosure to the accused party and other persons in order to gather pertinent facts.  

If the Company determines that discriminatory conduct or harassment has occurred, immediate remedial action will be taken. Any employee determined by the Company to be responsible for such conduct will be subject to appropriate disciplinary action, up to and including termination for just cause.  

The Company encourages all employees to report any incidents covered by this policy or any related concerns immediately so that they may be quickly and fairly resolved.

We trust that all of our staff will take whatever means are necessary to govern themselves in accordance with the above.

Employment of Relatives - Anti-Nepotism Policy

Our Hotel aims to provide a fair and positive work environment for all staff, free from favouritism in the workplace.  Working with immediate family members in your workplace could create work and morale problems for you and the Hotel. For this reason, Our Hotel discourages and reserves the right to restrict the employment of relatives. Any deviation to this policy must be approved by the General Manager before an offer is made.

Complaint Process

At Our Hotel, our employees are important. We spend a great deal of money, time and effort improving the environment and surroundings that you and our guests enjoy. But all of this is of little value if we do not meet and greet guests with warm hello’s, smiles and positive attitudes.  

It is our challenge to make sure that the environment you work in is as stress free as possible. We recognize that your voice may not always be heard and that you may need a way to talk to management in a free and open manner without fear. 

As you are an integral part of our team, your suggestions, thoughts and opinions do count and we have devised a process to allow you to be heard.

Talk to your Department Head or Anyone in Management

First, we invite you to talk to your Department Head and try to resolve any problems you may be having with them directly.

If you do not feel comfortable doing this then you should feel free to speak to any manager within Our Hotel.
If you are still uncomfortable, then the procedures outlined below should be of help to you.

The Suggestion Box 

An old idea with a new commitment. Your suggestions are important. Signed or unsigned, it is our commitment to you to respond publicly and in writing (staff room bulletin board) within seven days of receiving the suggestion.

Of course, if you want your suggestion responded to personally and not publicly, we will respond directly in writing to the person who wrote the suggestion.

Problem Solving Process
If there is a concern within your department that is beyond a suggestion, then the following procedure may be followed to assure you of privacy:

1.
Within your department, elect a representative that will talk to management for you. This person can be elected on a permanent basis or at the time an issue arises. In this manner your anonymity can be maintained while the issue can be fully dealt with.  

2.
Our Hotel will appoint a representative to meet with the department representative at a mutually agreeable time. At this time, you can talk to either the Assistant General Manager or the Human Resources Manager.

3.
Management will then take up to one week to consider and to try and resolve the problem to everyone’s satisfaction.

Above all, we are a team. Let’s work together.

Privacy Policy

Our Hotel treats personal information that we collect and receive from our guests and staff in complete confidence. The Hotel maintains strict information privacy policies and only uses personal information when absolutely necessary. Our Hotel supports the Personal Information Protection and Electronic Documents Act (PEPIDA). We limit access to personal information about guests and staff to other staff who reasonably need to come into contact with that information in order to do their jobs. 

Employee Verification

Any outside query concerning employment verification must be referred to the Human Resources Department. Under no circumstances are employees to provide employment verification.

General Policies & Procedures
Internet Access

Purpose

To remain competitive, better serve our customers and provide our employees with the best tools to do their jobs, Our Hotel makes available to our workforce access to one or more forms of electronic media and services, including computers, e-mail, telephones, voicemail, fax machines, external electronic bulletin boards, wire services, online services, Internet and the World Wide Web.

To ensure that all employees are responsible, the following guidelines have been established for using e-mail and the Internet. No policy can lay down rules to cover every possible situation. Instead, it is designed to express Diamond Hotels Inc. philosophy and set forth general principles when using electronic media and services.

Prohibited Communications

Electronic media cannot be used for knowingly transmitting, retrieving, or storing any communication that is:

1.
Discriminatory or harassing;

2.
Derogatory to any individual or group;

3.
Obscene, sexually explicit or pornographic;

4.
Defamatory or threatening;

5.   In the form of downloading or playing of games;

6.
In violation of any license governing the use of software; or

7.
Engaged in for any purpose that is illegal or contrary to Diamond Hotels Inc. policy or business interests.

Personal Use

The computers, electronic media and services provided by Our Hotel are for business use to assist employees in the performance of their jobs. 

Software

To prevent computer viruses from being transmitted through the company's computer system, unauthorized downloading or installation of any unauthorized software is strictly prohibited. Only software registered through Our Hotel may be downloaded or installed. Employees should contact the System Administrator (Controller) if they have any questions.

Violations

Any employee who abuses the privilege of their access to e-mail, the Internet or electronic media in violation of this policy will be subject to disciplinary action, including possible termination of employment, legal action, and criminal liability.
Fax Machine

The Fax machine has been installed in the Front Office and is for the use of our Department Heads, Staff (with permission of their Department Head) and our Guests. 

All guest calls will be charged for any faxes they send.  Rates are posted at the Front Desk.

Telephones

It is against Hotel Policy to receive or place personal calls in your department at any time as it disturbs the operation. Only in cases of emergency will these be accepted. 

Personal use of the Hotel’s 1-800 number to receive calls will result in immediate termination.

Long distance personal calls are not allowed.

If you are on a break, you may use the telephone in the Employee Lunchroom to make a local personal call.
Photocopier

The photocopier is to be used for Hotel purposes only or for the use of our guests. Guests will be charged for the use of the photocopier and rates are posted at the Front Desk.

Dry Cleaning

Name of Dry Cleaners provides an excellent dry cleaning service to our guests. Item pricing is in every room of Our Hotel. Dry Cleaning left at the front desk by 8 a.m. will be back by 6 p.m. Monday to Friday.

Staff Discounts

See Staff Discounts and Awards pamphlet received at time of hire.

Exits & Entrances

All employees must enter and leave through the handicap entrance. All staff pick-ups must be from this door. This door is located around the left side of the main entrance.
Parking
All management staff, front and back office employees, housekeeping, kitchen, and catering staff must park in the spaces outside of the office entrance on the north side of the building or at the south end of the pool. All other parking is reserved for guests.

Restricted Areas - Employees

Front Office
Only on duty Front Office personnel, accounting and maintenance when necessary, and the General Manager may be in the Front Office. Anyone else is with the permission of the Front Office Manager only. The door to the Front Office is to be kept locked at all times.

Guest Floors
The only employees allowed on the floors are Housekeeping, Management, Room Service, Maintenance and employees in the presence of the General Manager.

Kitchen/Function Rooms
They are off limits except to employees directly involved in those operations.

Laundry Room

Off limits to all except Laundry Attendants.

Maintenance


Off limits to anyone other than Maintenance.

Public Washrooms

Employees must use staff washrooms.

Swimming Pool
This area is for the pleasure of our guests. It is off limits to our employees (unless with the permission of the General Manager) except for maintenance.

Restricted Areas – Non-Employees

Any person not employed by the Hotel is not to enter the employee areas unless escorted by a Manager.

Off Hours

Staff is not permitted on property during their off hours except with the permission of Management.

Request for Maintenance

If you have a request for maintenance, a Maintenance Request form must be filled out and placed in the box outside of the Housekeeping Department. Housekeeping will then prioritize the maintenance requests according to urgency and forward them to the Maintenance department.

All inquiries regarding the status of a maintenance request must be directed to the Housekeeping Department.

Occurrence Reporting

If you encounter unusual situation such as fire, theft, break-in, significant complaint, unusual accident, sizeable shortage or overage in cash or stock, involvement with police, or any other matters that warrant reporting, an Occurrence Report must be completed.

Please notify the Manager on Duty or your Supervisor as soon as possible so they can report, to the appropriate person, how and when the incident occurred and why. Be specific in giving times, dates, witnesses, names and addresses, when necessary, etc.

Accidents do happen. Let us make sure that more "accidents" do not occur because of improper handling.
Pagers

Pagers will be used by the following people:

Facilities Manager

Maintenance Assistant





Maintenance Helper
Housekeeping Supervisor

Sous Chef


Director of Catering

Catering Manager

Front Office Manager

Night Audit Supervisor

If any pagers go missing or are wilfully damaged, the user will be held responsible and must reimburse the hotel.

The Manager on Duty will carry a pager at all times and any person away from their phone during the day will also carry their pager.

Going Green at Our Hotel
Our Hotel is proud to have been one of the first Hotels in Our Town to recycle newspaper, cans and office paper. Canadian Waste Systems has developed a recycling service to accommodate such recyclables in an efficient and economical manner. Our "blue box" campaign is in every guest room and in every office of the Hotel...helping all of us to become more aware of our responsibilities.

Lost and Found

All items found in the Hotel must be turned into the Housekeeping Department immediately where it will be logged and kept until such time an inquiry is made. Found items must not be kept in the departments. When an item is found in the evening, please assure that it will be placed in the Lost and Found when it opens in the morning. 

All items returned to the guest must be signed for and the Lost and Found form filed for one year.

If the article found has not been claimed after 90 days from date of discovery, providing it is not an expensive item such as jewellery, money etc., the Executive Housekeeper will contact the employee who turned in the article to see if they want the article.

All valuable items such as jewellery, money etc., will be kept for one (1) year.

Security

Each member of the Days Inn Staff plays a significant and vital role in the on-going security and safety of our guests. It is not required that you possess any special training or education to serve as a security and safety officer. Basically, you need to be observant and responsive.

Remember, a great deal of the guest's safety lies in your hands. It is critical to know that guest room numbers and keys should not be given out to others under any circumstances. You never really know the true intentions that someone may have towards a guest, even if the parties are related. If someone demands to speak to one of your guests and wishes to know the room number in which they are staying, then you should call the guest's room without revealing the room number, and then connect the line to a house phone. If the guest then wishes to identify their room number to the other party, then you and Days Inns are no longer responsible.

Remember, when staying at our hotel, guests rely on you to maintain their privacy and security.

Property Removal Policy 

No employee of the Hotel may remove Hotel property, including any product, equipment or waste from the premises under any circumstances. If you fail to follow this policy, you could be subject to disciplinary action up to and including termination. No employee is authorized to give away Hotel property, including food, beverages or any other items owned or leased by the Hotel. Management of the Hotel reserves the right to inspect packages or parcel you may be carrying into or off Hotel property. 

Staff Washrooms

Staff members are not permitted to use the guestroom washrooms. A staff washroom is available and is located in the hallway just past the Front Desk and in the Kitchen.

Staff Smoking Area

A designated smoking area is available for staff use while on break which is located at the southeast corner of the main building. Permission to leave your work area is required if you are not on your break. Smoking is only permitted in this area. 

Staff Lockers

The lockers are supplied for your convenience, to store your coats, purses and personal belongings while you are working. Do not store any Hotel property in your locker and keep all tools and supplies in your department.  

It is suggested not to bring valuables to the workplace, as the hotel will not be responsible for lost, stolen, or damaged belongings.  

Employees must supply their own locks.

Guest Complaints – Please Complain
Believe it or not, guest complaints are opportunities to increase your hotel's occupancy. Of course they can show management where the problems are that need to be addressed, but recent studies might provide some additional incentives to listen to the "complainers".

Did you realize that the satisfactory settlement of a guest's problem increases their loyalty? When a guest complaint was registered and resolved, the guest was far more likely to return to the hotel than when no complaint was made at all. Studies show that 80% of guests whose complaints were successfully resolved were willing to buy other products from the same company, as compared to 10% of the non-complainers.

And if guest complaints are not handled properly, look out!  73% of these guests are going to tell others their problems were not resolved and 43% are likely to tell others not to use the hotel. Many of these cases were simply missed opportunities for hotel management. Over half of these guests indicated that the hotel staff had several chances to correct their problems.

The best way to handle a complaint is person-to-person. Train your staff to recognize guest dissatisfaction an encourage them to take the necessary action to resolve these problems on the spot. And keep a log of cured problems for evaluation purposes.

The lesson seems simple. Handle customer complaints quickly and properly. In return, these guests may become your best guests.
Out of Order Rooms
To avoid mishandling and miscommunication, please follow the following policies. Only the following personnel have the authority to order a room out of order:

▪ General Manager
▪ Assistant General Manager 
▪ Front Office Manager

▪ Duty Manager
▪ Executive Housekeeper
▪ Assistant Housekeeper

▪ Maintenance Manager

If any manager, other than the Executive Housekeeper, orders a room out of order, a Maintenance Request Form must be submitted to the Housekeeper immediately, at which time the Housekeeper will prioritize with the Maintenance Manager and the Front Office Manager the necessity of bringing this room back into order.

Once the room has been repaired, the Duty Manager, the General Manager, Assistant General Manager and the Housekeeper are the only four people able to put this room back to order. This can be done utilizing the Daily Housekeeping Room Status Report. Remember, our main intent is to ensure maximum revenues whilst maintaining guest satisfaction.

Our Hotel 

Our Address, Our City, Our Province, Our Postal Code
Acknowledgement of Receipt of Employee Manual
I acknowledge that I have received my personal copy of Our Hotel Employee Manual. In consideration of my employment with the Hotel, I agree to read, observe, and abide by the conditions of employment, policies and rules contained in this manual. I understand this manual is designed for quick reference and general information and sets forth many but not all of the Hotel’s policies and guidelines under which the Hotel operates. I also acknowledge that this manual is not in any way intended as a contract of employment.

I understand that the policies and procedures described in this manual are for the purposes of the information only and may be amended or modified by the Hotel at any time, with or without prior notice.

Employee Signature

Date
Manager’s Signature

Date
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