ROOMS DIVISION
Front Office Quality Service!
This four - programme training series generates positive guest relations, minimizes complaints, and increases room revenue.  With the complete series, you get tools to actually evaluate the consistency of your front office service as you quickly bring everyone up to speed.

1. Front Office:  Guest Relations

V-HAT-001.1


23 mins
Prepare your front office staff to handle every guest with professionalism and sensitivity.  This video illustrates specific techniques for how to:

· Set the tone for pleasant interaction by displaying a positive attitude.

· Better satisfy guests expectations by anticipating needs and responding to nonverbal clues.

· Help international guests feel more at home, respecting cultural and language differences.

· Understand and best meet special service and assistance needs of older guests.

· Serve guests who have various disabilities, including individuals with hearing loss and those who are visually impaired.

An excellent PR training tool for ALL employees with guest contact.

2. Front Office:  Handling Guest Complaints

V-HAT-001.2


26 mins
Turn complaints into opportunities to provide better-than-ever-service.  Using the four key steps for handling a guests complaints, your employees will be able to help a guest forget problems and remember your concern and personalised service.  This video clearly shows how to:

View complaints as a chance to make things right and not as a personal attack.

Make the guest feel understood and respected while a problem is being solved.

Use a simple 1-2-3 approach for calming an irate guest - even your most inexperienced employee can apply it.

Dont go another day without this simple tool for preventing major headaches.

3. Front Office:  Upselling & Suggestive Selling

V-HAT-001.3


25 mins
See immediate payback as soon as you start using the tips from this video.  Give your front office staff the skills to generate more revenue and make a guests stay more pleasant at the same time.  This video demonstrates how to:

Match guests to the property features that will interest them most.

Upsell rooms for greater guest satisfaction with one of three easy-to-use techniques.

Make guests feel more welcome by explaining benefits while suggestively selling your propertys special features.

Turn your front-line staff into a strong team of service-oriented salespeople and see the difference in your bottom line.  Everyone comes out a winner.

4.
Front Office:  Registering the Guest
V-HAT-001.4


15 mins
Here are the nuts and bolts of what every front office service agent must know.  This video offers step-by-step how-tos for eliminating errors and ensuring speedy, efficient service.  Thorough demonstrations help your employees:

Create a great first impression with trouble-free check-ins.

Keep guests at ease while handling busy times, credit problems, missing reservations, late arrivals, and other sensitive situations.

Provide ongoing service by offering information about the property and  properly handling all messages.

Work cooperatively with other departments in response to guest requests.

Build your reputation for providing a comfortable, hassle-free stay.

4. Yield Management

V-HAT-001.5


60 mins
Help all the key decision-makers in your organisation understand the process that allows you to produce the best possible return, or yield from the space you have available.

This two-tape program includes forecasting, establishing procedures for obtaining crucial facts and figures, developing strategies for getting the most profitable mix of rate and occupancy, and how to judge the effectiveness and impact of your yield management system.  Use the variety of techniques immediately to enhance your yield next month, next quarter, and next year.

1.
Forecasting


30 mins
5. Strategies & Tactics

30 mins

6. Handling Reservations Properly

V-HAT-001.6


19 mins
Shows your reservationists how they can make a difference by using guest relations and upselling skills to better satisfy guests and increase revenue.  This video clearly demonstrates how to efficiently and accurately obtain guest information, avoid problems and confusion over options, promote property features, and handle complaints and special requests professionally and effectively.

7.
Providing Professional Bell Service
V-HAT-001.7


22 mins
Make the most of those first and last impressions!  Help your bell service staff make guests feel at home and at the same time increase sales.  This video dramatizes how to promote your propertys revenue generating facilities through suggestive selling; perform efficient thorough room checks; anticipate and prevent problems for the property and guests.

7. Housekeeping:  Communications and Motivation

V-HAT-001.8


19 mins
An excellent orientation and refresher videotape.  Stresses relations with guests and fellow employees, professionalism, and the importance of housekeeping.

8. Housekeeping:  Professional Guestroom Cleaning

V-HAT-001.9


21 mins
This video reflects the industrys latest thinking on health and safety regulations and clearly demonstrates how to clean a room in a logical and safe manner.  Viewers are taken step-by-step, from loading a cart and prioritizing assigned rooms to thoroughly cleaning a guestroom and bath.

FOOD AND BEVERAGE
9. Food and Beverage Suggestive Selling

V-HAT-001.10

24 mins

Boost food-service profits!  Show your servers how to apply simple, straightforward suggestive selling techniques to increase guest satisfaction, check averages, and server tips.  Your staff will be educated on: 

Reading the guest to pick up on wants, needs, and expectations.

Describing the product (menu, ingredients, and food preparation).

Guiding guests in their selections.

Suggesting specialties and extras.

Asking for the sale.

No matter what type of operation you have, these techniques will work for you!

10. Episodes in Kitchen Safety

V-HAT-001.11

90 mins

This video is guaranteed to make crucial kitchen safety procedures easy to remember! It features entertaining TV show parodies that hold the attention of your staff from beginning to end. Youll find the approach extremely effective in helping your kitchen staff focus on vital safety practices that can prevent burns, kitchen fires, cuts, slips and falls, strains due to lifting, and machine injuries.

In one easy-to-use package, you get consistency in safety-related practices and more proven safety tips and prevention procedures than in any other single training programme.

12.
Sanitation:  Conquering Kitchen Germs
V-HAT-001.12


18 mins

This video makes basic kitchen sanitation practices easy for your line-level kitchen employees to understand and remember.  Entertaining!  Fun to watch! Willy and his Germ Gang unwittingly help employees learn:

Crucial personal hygiene practices.

How to prevent cross-contamination through proper cleansing and sanitizing.

How to hold hot and cold foods and thaw frozen foods safely.

Save yourself training time and help ensure that an outbreak of foodborne illness doesnt occur in your hotel.

11. Professional Dining Room Service

V-HAT-001.13

46 minstc \l1 "V-HAT-001.13

46 mins
Increase repeat business!  This two-tape special trains food and beverage servers to use proper serving procedures and techniques throughout all phases of a meal.  Results are immediate:

Servers are sensitized to guests expectations.

Efficiency improves and dining is paced to the guests needs.

Servers develop a positive attitude toward service and an appreciation for the guest.

Both new and experienced employees will pick up pointers that can be used on the job right away.

12. Serving Alcohol with Care

V-HAT-001.14


28 mins
This video dramatically illustrates the dos and donts of serving alcohol. Sensitizes staff to potential alcohol service liability and helps servers:

Understand alcohol and recognise intoxication.

Identify minors.

Monitor consumption and intervene when necessary.

Reduce liability risks and insurance costs.

13. Better Banquets:  Basic Service Skills

V-HAT-001.15

24 mins

The fast and easy way to train your new servers.Helps make every banquet at your facility a first-class event from start to finish!  Employees get step-by-step instruction throughout an entire function, with specifics on how to:

Assure an attractive set-up through attention to detail and consistency.

Ensure proper sanitation in set-up, service, and clean-up.

Practice safe handling of hot dishes, sharp items, and glassware.

Prepare and carry trays, serve courses, talk with guests, and clear tables.

Display a positive, service-oriented attitude.

Upbeat and informative.  Use this video to make your banquet servers work efficiently and provide the small touches that add up to an enjoyable experience for every guest.

16.
Room Service
V-HAT-001.16


24 mins
Make sure this special service stays special.  This video shows servers and order takers how to satisfy guests needs while building revenue for your property.  Demonstrates the professionalism that will make your own service department excel.  Included in this video:

How to guide guests through the menu and make suggestions.

Ten steps for ensuring accuracy when taking orders.

Ways to prevent problems on orders 
and deliveries.

Guestroom service techniques that are efficient and polite.

The tape is divided into two separate segments:  taking the order and serving in the room.

MANAGEMENT SUPPORT
17.
Train the Trainer:  Preparing for Training
V-HAT-001.17


17 minstc \l1 "V-HAT-001.17


17 mins
This video offers an easy, organised approach to training preparation, ensuring that your message will stick.  Covers how to:

Save time in the training process.

Prepare content that holds interest and generates excitement.

Get trainees to buy into the training.

Reduce nervousness and improve training performance.

14. Train the Trainer:  Leading Group Training

V-HAT-001.18


17 minstc \l1 "V-HAT-001.18


17 mins
Loaded with ideas and tips from professional trainers for dynamic presentations that get results. Includes how to:

Grab and hold attention through a well-structured session.

Give a more dynamic presentation by following proven dos and donts.

Get employees actively involved.

Leave the audience motivated and ready for action.

15. Train the Trainer:  Conducting One-On-One Training

V-HAT-001.19


17 minstc \l1 "V-HAT-001.19


17 mins
This tape is a must for anyone responsible for showing others how a job is done. Clearly demonstrates how to:

Make sure the message is understood and retained.

Hold attention and encourage progress through gentle correction and praise.

Motivate employees to want to do better.

Promote teamwork by explaining the whys behind tasks to give the big picture.

20.
Increasing Productivity:  Teamwork
V-HAT-001.20


26 minstc \l1 "V-HAT-001.20


26 mins
Learn the secrets for using teamwork to unleash the productivity of your staff. Apply the team principles illustrated in this video and youll see:

Increased cooperation and job satisfaction among employees.

Reduced job-related stress.

Better customer service.

Improvement in your ability to achieve the results you want.

Join the I.N.N Spy Team as they infiltrate a successful property to discover how it makes the most of the talents of each member.  Includes matching strengths to the job skills needed, motivating each member of the team, and maintaining the team effort by letting staff know how they are doing and encouraging them to solve problems themselves.  A must for anyone who supervises two or more people.

16. Delegation

V-HAT-001.21


25 minstc \l1 "V-HAT-001.21


25 mins
This video is a must for any manager who has too much to do and not enough time to do it. Multiply your efficiency, increase the effectiveness of your staff, and feel better about your position. Shows busy hospitality managers and supervisors how to:

Get better organised and be more productive.

Find time to plan and set departmental objectives.

Reduce job-related stress.

Use delegation to promote teamwork and deliver better guests service.

Illustrates an easy-to-understand, systematic approach to managing your time and work load. Includes knowing what to delegate, identify the correct person for the task, delegating authority with responsibility, and controlling work once its assigned.

17. Creative Recruiting

V-HAT-001.22


25 mins
Never be short-handed again.  This video is packed with innovative strategies for overcoming employee shortage problems, including how to:

Reach a greater number of traditional job applicants.

Find well qualified employees in under-utilized groups, such as older workers, minorities, people with disabilities, lawfully authorised immigrants, and working mothers.

Tailor working conditions and employee procedures to attract nontraditional job candidates.

An invaluable tool for managers and personnel directors.

23.
Effective Interviewing
V-HAT-001.23


22 minstc \l1 "V-HAT-001.23


22 mins
Learn how to match the right person to the job through effective interviewing techniques and youll increase employee productivity and retain more people.  This video shows how to:

Develop relevant questions to determine whether an applicant possesses the qualities needed for the job.

Keep the interview on track and listen for attitude and competence indicators.

Sell the job in order to attract the most qualified candidate.

A must in light of todays sensitive labour concerns.

18. Discipline Today:  A Positive Approach

V-HAT-001.24


28 mins
Learn how to use positive techniques that will keep staff members performing at their peak, prevent small problems from escalating, and actually help you retain employees. This video will show your management team how to:

Overcome fears about disciplining employees.

Avoid excessive permissiveness.

Clearly communicate behaviour, performance and attitude problems.

Help change unsatisfactory behaviour.

Maintain a positive relationship throughout the discipline process.

Help your staff recognise discipline as a fair, constructive experience that can keep your operation running smoothly.

19. Performance Appraisal and Coaching

V-HAT-001.25


22 mins
Help your employees build on their strengths and eliminate their weaknesses.  Discover how the elimination process can be used to get your team actively involved in boosting their own performance. This video clearly demonstrates how to:

Avoid rating errors by using documented records - not opinions - to shape evaluations.

Break the habit of consistently rating staff too high, too low, or average.

Get employees to participate in setting mutual goals.

Develop workable strategies with employees for accomplishing goals.

Maintain a positive working relationship through ongoing coaching and observation.

See how the entire evaluation process can be used to strengthen employee performance. Your propertys success depends on it.

20. Firing:  The Right Way

V-HAT-001.26

20 mins

Confidently and carefully handle the delicate tasks of terminating employees.  This video helps you reduce tension and minimize confrontation while preserving a departing employees dignity and self-esteem. Discover how to:

Reduce the risk of wrongful dismissal litigation.

Stay in control of the emotional side of dismissals - both on the part of the manager and the employee.

Pick the most appropriate time and location for terminating a staff personsemployment.

Handle a termination session with a 
minimum of hard feelings and a hopeful eye to the future.

Firing - its one of the toughest tasks a manager will ever perform.  Heres help that can make it as painless as possible.

27.
10-Minute Trainer:
Front Officetc \l1 "Front Office
V-HAT-001.27


10 mins
A collection of seven short video segments representing common front office situations. Use them to generate ideas for treatment of similar situations at your property.

The segments cover a variety of important issues, including positive attitudes, check-in, handling complaints and difficult situations, guest safety, quality service, and more.

21. 10-Minute Trainer:  Housekeeping

V-HAT-001.28


10 mins
Features six different video segments to help your housekeeping staff address concerns about attitudes, product knowledge, emergency situations, guest safety and security, quality guest service, offering assistance, and more. Use this video to help employees discover and use practices that are correct for your property.

22. Improving Communication Skills

V-HAT-001.29


18 mins
What a difference when your employees understand and use the three-step secrets to speaking and listening.  Your guest will enjoy better service, your staff will work better as a team, and you will see a great improvement in overall quality of operation.  Through clear examples of face-to-face communication within a hotel, your employees learn how to :

Speak effectively so that guests, supervisors, and co-workers will listen and understand - no crossed messages!

Communicate hospitality through voice tone and nonverbals.

Listen actively in order to ensure the best possible service to guests and work cooperatively with fellow employees.

Dont allow ineffective communication to cause problems within your operation.

30.
Telephone Skills:  Hospitality on the Line
V-HAT-001.30


25 mins
Watch your propertys reputation for excellence grow every time the phone rings.  Youll see immediate results from your entire staff, including:

Faster, more efficient service.

Fewer mistakes and delays.

Courteous, smooth handling of conflicts.

Personal attention to every callers needs.

This video includes how to avoid common telephone annoyance; calming irate callers; taking proper messages, transferring calls, and placing callers on hold; projecting a better personal image over the telephone; and sounding more professional through simple pitch and voice speed changes. Loaded with practical how-tos.

23. Hospitality:  A World of Opportunities

V-HAT-001.31


8 mins
This video is designed to help you attract enthusiastic new hospitality employees. It takes a lively look at the incredible variety of choices, opportunities, and rewards that can come from a career in the expanding, global hospitality industry. 

An ideal tool at presentations and exhibitions as it highlights a wide range of positions and property types to generate interest from viewers of all backgrounds.

SECURITY
24. Security:  Employee Awareness and Problem Prevention

V-HAT-001.32


16 minstc \l1 "V-HAT-001.32


16 mins
Front-line employees are in a unique position to be the first to spot and prevent potential security problems.  Show them what to look for so they can help avoid potential dangers.  This video stresses how all employees should:

Be alert to unusual situations.

Take preventive measures.

Help make a property safe, secure, relaxed and private.

Security is a team effort.  Pull your team together right away.  Delays could be costly.

33.
Security:  Key Control and Guest Privacy
V-HAT-001.33


16 mins
Every employee should be aware of the crucial security considerations regarding key control and the unauthorised release of guest information.  Lively vignettes stress:

The importance of access control.

Privacy through teamwork.

Guests rights and expectations.

Protecting keys from unauthorised use.

Collecting keys at the end of a guests visit.

Protect the use of your room keys and you protect your guest.

25. Security:  Protecting Your Property and Guests

V-HAT-001.34


20 mins
Fine tune the delicate balance between effective security and good guest relations. All managers should be aware of:

How to correct and prevent problems when patrolling.

Detection and deterrence - what to look for.

How to deal with unwanted visitors.

Recording incidents, events, and activities.

How to handle reported incidents of guest loss.

Make sure everyone responsible for security understands these procedures.

26. Security:  Handling Disturbances

V-HAT-001.35


16 mins
Help all managers and supervisors work as a team, think on their feet, and effectively handle security-related incidents.  Keeping the hospitality perspective in mind, this videotape clearly illustrates how to:

Tactfully and firmly take control of a situation.

Contain, defuse, and end a disturbance.

Handle an intoxicated guest.

Limit a propertys liability.

Protect other guests and staff.

Be prepared to handle difficult situations. Its your best defense.

36.
Planning For Emergencies
V-HAT-001.36


24 mins
This video offers hotel management and supervisory personnel ideas for limiting the impact of emergency situations through careful preparation. Demonstrates the planning process for a variety of incidents, so hospitality managers and supervisors can start their own practical, usable emergency plan - or revise an existing plan.

The video also covers managing emergencies while they occur and the importance of involving all employees in identifying and correcting hazardous situations.

27. Hotel Security on Trial

V-HAT-001.37


24 mins
Sensitizes CEOs, hotel/motel managers, owners, and top-level supervisors to the issue of security in the hospitality industry.  Dramatises a lodging property security case that has gone to court and illustrates the need to establish security-conscious policies and procedures in order to avoid security problems.

HOSPITALITY SALES
28. Hospitality Sales:  Preparing for the Sale

V-HAT-001.38


24 mins
This video outlines a step-by-step, creative approach to becoming a valuable consultant to the client - not just an order taker.  It illustrates how to:

Make sales information easy to obtain and retain.

Strengthen product knowledge.

Compete most effectively.

Develop and qualify leads.

Set specific objectives for organising sales activities and meeting with clients.

29. Hospitality Sales:  Making the Sales Call

V-HAT-001.39


24 mins
This video examines the crucial step that links the client with everything the property has to offer. Demonstrates a variety of proven sales - call techniques, focusing on how to:

Organise information, gain trust, and present a professional image.

Open and make a presentation.

Build rapport and discover clients needs.

Translate property features into benefits for the client.

40.
Hospitality Sales:  Overcoming Objections
V-HAT-001.40


24 mins
Helps salespeople develop the skills to respond to any type of sales resistance.  This tape shows how to:

Anticipate objections to the product, service or price.

Understand the clients perspective and react positively.

Show benefits or proof that the objection can be overcome.

Turn an objection into an opportunity to close the sale.

30. Hospitality Sales:  Closing the Sale and Following Up

V-HAT-001.41


24 mins
This video offers a close look at the strategies pros use.  It will help your staff apply insiders techniques to clinch a deal by dramatising:

How to accurately read closing signals from the prospect.

When to attempt a close and when not to.

How to close a sale to your satisfaction and the clients.

Follow-up procedures that ensure happy clients and encourage repeat business.

GUEST SERVICE
31. Guest Service:  Putting the Guest First

V-HAT-001.42


17 minstc \l1 "V-HAT-001.42


17 mins
This video helps employees realise that what they say and do truly does affect a guests visit. It includes:

How to greet guests and take care of their needs.

Listening and showing sensitivity.

Separating ones personal life from work.

Techniques to help employees do a better job and feel better about themselves.

Uses examples employees can relate to and learn from.

32. Guest Service:  Building A Professional Team

V-HAT-001.43

14 mins

Clearly illustrates how everyone at your property should be involved in guest service - not just one or two departments.  The video covers:

Maintaining a positive attitude, understanding the guest, and offering assistance.

Taking pride in ones work, dependability, and adding the professional touch.

Working together for everyones benefit.

Motivates employees to have enthusiasm for their work!

44.
Professional Courtesy Van Service
V-HAT-001.44

23 mins

Heres how to make sure safety and a guest-service attitude are top priorities for your courtesy van drivers. This straightforward video quickly and clearly covers the crucial parts of the job. It includes:

Ensuring the security, convenience, and comfort of passengers.

Safely handling and stowing passengers belongings to prevent injuries and guard against damage to luggage.

Interacting with guests to make their stay more pleasant.

What to look for to ensure the courtesy vehicle is in top operating condition.

Tips for driving safely and reducing the chances of an accident.

How to handle accidents and problems if they occur.

A VIEW FROM THE BACK SEAT
V-HAT-002


9 mins

Taxi-drivers are shown in this short video how to become service professionals.  Two scenarios clearly demonstrate the dos and donts of being in a peoples business.  Shows how to:

Efficiently handle queries from passengers.

Increase your own business through providing valuable information and recommendations.

Be courteous and respectful of passengers.

Drivers will love their jobs and make the most of it.

FOOD SERVICE VIDEO TRAINING
V-HAT-003


51 minstc \l1 "V-HAT-003


51 mins
This three-part video will take your staff through the critical steps of food service, from getting started to providing attentive service and handling the rush period to eventually becoming an excellent server.

By the end, staff will learn the necessary serving techniques to maximise guest satisfaction and increase their tips.  Illustrates specific techniques for how to:

Use expertise to guide guests and maximise their satisfaction.

Efficiently master standard preparation techniques.

Handle the pressure of the rush period remain calm and efficient as you handle multiple demands.

Offer and execute quick solutions to satisfy the guests.

Employ safety measures to prevent injury to guests and staff.

Be a professional salesperson not just an order taker.

Outfit your staff to become genuine and enthusiastic professionals.

THE INTOXICATION CONTROL TRAINER
V-HAT-004


20 mins
Hotels/restaurants are responsible for intoxicated guests, therefore provide your guests with relaxation and enjoyment but act responsible.  This in-depth straight forward video will provide your staff with the necessary knowledge and skills needed to:

Recognise the signs of intoxication and decide what action to take.

Use diplomacy to handle guests approaching intoxication.

Learn the good guy approach and avoid embarrassing the intoxicated guests.

Be firm when dealing with cut off situations.

Employ control strategies to keep your job and protect the guests.

MEET THE VISITOR
V-HAT-005


33 mins
This locally produced video is the ideal educational tool as it portrays topical scenarios which your staff could relate to.  Emphasis is placed on professionalism and providing top quality service. 

Viewers are taken step-by-step from planning the vacation to arrival, reception and special requests, room service, dining room service, and check-out.  This video shows how to:

Treat guests with importance, make them feel welcome.

Put guests at ease while maintaining efficiency.

Handle complaints promptly and effectively.

Become service professionals and maintain top quality at all times.

Ensure repeat guests and positive word-of-mouth advertising.

An excellent training tool for all hotel employees.

MENU DEVELOPMENT
V-HAT-006


37 mins
This video tape explains how menus are created for St. Andrews Cafe at the Culinary Institute of America.  Each dish, as well as total meals, are analyzed for calories, fat, protein and other nutrients.

NUTRITIONAL COOKING SERIES
Nutritional Cooking Methods (Parts 1 & 11)
V-HAT-007.1 - 7.2

60 mins each
From the Culinary Institute of America this two-part videotape demonstrates the basic cooking methods and techniques appropriate to nutritional cooking.

Included are new approaches to dressings and marinades, dairy bases for desserts and forcemeat, and traditional cooking methods modified to utilize and retain less fat.

ROOM SERVICE VIDEO TRAINER
V-HAT-008


25 mins

This video will ensure that your guests satisfaction is kept at a high level.  Servers and order takers are taken through the crucial steps of planning, preparation, innovation and suggestive selling to maintain the professionalism that produces quality food and service.  The video covers:

Efficient planning and preparation of deliveries.

Maintaining a courteous and helpful attitude with guests.

Effectively handling rush periods and dealing with special requests.

Guestroom service is of a high quality.

Guest service is special, ensure your staff maintains a high quality service.

SANITATION...IS NOT AN OPTION
V-HAT-009


35 mins
This video from the Culinary Institute of America, emphasizes the importance of food related sanitation.  The tape amplifies the focus on personal hygiene, foodborne illness, handling food, and preventing infestation.  Up-to-date information is provided on this subject, and will serve the needs of all restaurant workers, from chef to dishwasher.

WINE SERVICE
V-HAT-010


25 mins
Here is the complete video guide to the proper service of wines, from sparkling aperitifs to honey-luscious dessert wines.  Instructor Michael Weiss opens, presents and serves the 

wine at the table.

WINE SERVICE is a highly detailed, but accessible instructional videotape appropriate for aspiring professionals as well as working sommeliers.

CROSS REFERENCE
Inside the Hotel Business

V-SMB-008


 28 mins

