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I .  I N T R O D U C T I O N

CHART and its members know that a well-trained staff is a real competitive
advantage to our organizations. It creates increased employee job satisfaction,

improves retention and lowers overall turnover. All of these continue to be critical
issues to success in today's hospitality marketplace.

For some time now CHART has recognized that there is a link between the
profitability of an organization and the effectiveness of its training programs. This study 
is one of the first efforts to substantiate and quantify that link and define the best
practices that can lead to greater profitability for foodservice and lodging operations.

The reasons for the relationship between profitability, improved staff retention and
recruitment success seem obvious when you consider the results of a professionally
planned and executed training program.

Good training …
■ Increases the skills of managers and employees.
■ Decreases duplication and waste.
■ Increases customer service and guest satisfaction.
■ Improves the quality of food products, safety and sanitation.
■ Improves employee satisfaction and decreases turnover.
■ Increases productivity and profits.

Sharing ideas and solutions with our peers is what gives CHART its true strength
and unique character as an organization. It is in that same spirit that we offer you
this report summary of our industry as it relates to training. Our goal is to give you
the tools and support to help you reach both your fellow training professionals and
your management with information that proves to be truly valuable to your business
and improves the level of professionalism in your training group.

As always, your comments and suggestions to improve our support to you as a
member are welcome.

Janet Hoffmann
President CHART

Kathleen Taylor-Gadsby
President Elect CHART
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I I .  C H A R T ’ S M I S S I O N

CHART helps hospitality training professionals improve operational performance by
developing people.

I I I .  A C K N O W L E D G E M E N T S

W hile every CHART member has played a role in the continuing growth and
development of our organization, CHART would like to acknowledge the support and

assistance of certain key people and groups. They have helped put this study together and
make it a valuable management tool.

Our special thanks go out to:

Dr. Joel Bennett, Organizational Wellness & Learning Systems, 
for designing and implementing this groundbreaking study.

Esrock Partners, our communications partner that have helped us get the results 
of the study into the hands of our membership and the media.

CHART member contributors that shared their valuable organizational information.

CHART members who contributed to the content of this report:

Harry Bond, President
Monical Pizza Corporation

Tracey Christenson McDougall
Shari's Management

Larry Clark, Director of Training
Damons International

Angie Hoskins, Director of Classroom Training
Buffets, Inc.

John Kidwell, Director of HRD
Mazzio's

Toni Kottom, Director, Training & Development
Perkins Restaurants & Bakery

Lisa McInnes, Hyatt University Director
Hyatt Hotels

Bill McDermott, Director of Training
Bullets Corporation of America
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I V .   C H A R T  A N D I T S M E M B E R S

W ho is CHART? CHART is the oldest and largest organization dedicated to training in
the hospitality industry. Members currently number over 400 hospitality-training

professionals from across the nation and internationally. Members represent over 300 multi-
unit restaurant and lodging companies.

The Typical CHART Member :
■ Has over 10 years of training and human resources experience.
■ Is a training director or vice president.
■ Impacts over 5,000 employees in over 80 units.
■ Has been a CHART member for over 4 years.

V.  O V E R V I E W O F T H E S T U D Y

F or a long time there has been a general acceptance of the role that training can play in
the overall growth and profitability of an organization. In the last few years, where

staffing issues have become critical for most organizations involved in the hospitality
segment, the role of training has assumed a new level of importance and higher visibility
than ever before.

S T U D Y  P U R P O S E
The purpose for the Profitability, Retention, Technology and Best Practices in Training

study was to develop a snapshot of the hospitality industry, its evolving attitudes toward the
role of training and make efforts to start to quantify the contribution training and
development makes to the profitability of the organization.

Specific benchmark or base measurements were to be developed for:
■ Training costs, investments and overall expenditures
■ Training integration with the organization
■ Types of training and their impact

M E T H O D O L O G Y
300 Surveys were mailed to CHART membership.
60 survey forms were completed and returned for a 20% response rate. Those findings are
included in this report*

* While all CHART members were given an opportunity to participate in this survey, response was voluntary thereby
producing the possibility of non-response bias. For the purposes of this report, however, we will assume there are no
significant differences in the opinions and perceptions between those who responded and the non-respondents.
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R E S P O N D E N T  P R O F I L E
S E G M E N T
■  78% were in the restaurant segment

of the industry.
■  13.3% were in the lodging segment.
■  8.3% were contractors or 

consultants.

O R G A N I Z A T I O N A L P R O F I L E A N D M A N A G E M E N T L E V E L
■  50% were Training Directors or Vice Presidents.
■  46% work in organizations with more than 5000 total employees.
■  49% work in companies with 81 or more units.

C H A R T  M E M B E R S H I P
■  33% of respondents have been CHART members for more than 6 years.
■  31% have been CHART members for 4 - 6 years.
■  32% have been CHART members for 1 - 3 years.
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V I .  E X E C U T I V E S U M M A R Y

T he detailed findings of the study appear later in this document. In those sections you 
will find brief descriptions of the issues raised and several best practice

recommendations from other CHART members to provide you with both the information
and tools to help address the major issues raised by this study. 

M A J O R  F I N D I N G S
There are three major areas that CHART will be focusing its support efforts on for the

coming year, based on the finding of the study.

■ Training has a positive impact on profitability.
■ Training has a positive impact on retention (and recruitment).
■ The role of technology needs to be more fully and effectively integrated into an

overall training program to be more effective.

P R O F I T A B I L I T Y
■ 70% say training directly helped HR efforts and profitability in 1999.
■ 78% consider the training unit integral to organization function and profitability.
■ 63% rate their ability to improve guest/customer satisfaction higher than 

similar organizations.
■ 67% rate their ability to improve occupancy and overall profitability higher than

similar organizations.
■  Members need to communicate the measurable value of training to management 

more often and more effectively.

R E T E N T I O N
■ 75% say positive messages about training are sent to employees regularly.
■ 52% rate their ability to retain and promote qualified people higher than 

similar organizations.
■ Continuing high turnover rates are an issue to be considered.
■ There is a need for formal specific training for multi-unit managers.
■ Recruiting efforts were less successful in 1999 than in 1998.
■ A changing more multi-cultural workforce needs to be addressed.
■ Training can provide management with competitive market advantages.
■ Need for employee and management information is escalating.

T E C H N O L O G Y
■ 56% of respondents' plan increases in budget allocation for new course offerings.
■ Courses that required highest expenditures did not necessarily produce lasting results 

(specialized, segment specific courses).
■ Budget restraints for development of training staff, training assessment, evaluation and 

follow-up need to be considered.
■ There is a need for better integration of high tech training solutions with traditional

face-to-face training methods.
■ Training focus should be on lasting results.
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V I I .  T R A I N I N G I M P A C T O N P R O F I T A B I L I T Y

T his section analyzes perceptions of organizational profit performance in the year 1999 and
explores the degree to which profit was associated with variables in four domains, as

described in the figure below:

Type of Organization
Training Budget
Training Practices and Impact
Human Resources

For each of these domains various
statistical (correlation) analyses 
assessed whether particular measures
correlated with profit perceptions.
This report summarizes the results 
of these analyses. 

M A J O R  F I N D I N G S
Those organizations reporting high profit levels reported a high training impact within 

their organizations.

O R G A N I Z A T I O N  T Y P E
CHART members whose training programs 

or function served the whole organization 
had higher profit levels than did those members
whose training function provide more 
specialized services.

T R A I N I N G  B U D G E T
■ CHART members with higher training budgets had higher profit levels.
■ CHART members who paid outside vendors to develop new courses had higher profit levels.
■ CHART members dedicating budgets to customer service training had lower profit levels.
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T R A I N I N G  P R A C T I C E S
■ CHART members reporting higher profit levels worked in organizations using more and

multiple training modalities (on-the-job, self paced, classroom for managers and line level 
employees) than members reporting low profit levels.

■ CHART members reporting high profit levels reported greater levels of training
effectiveness, 
specifically for classroom manager training.

■ A positive relationship was found between profit levels and the degree to which training
was integrated into the overall work organization.

H U M A N  R E S O U R C E S
■ 78% of CHART members reporting high profit

levels reported high retention levels.
■ Among those members reporting low profit 

levels only 13% reported high retention.
■ Those who report high profit levels are six times

more likely to report high retention than those 
with low profit levels.

■ Similar results were found for recruitment but 
not as strong as retention. 

■ Among high profit responders, 39% reported high recruitment levels in 
comparison to 13% for low profit responders.

B E S T  P R A C T I C E S
■ Exceptional Integration of Training = High Profit 
■ Profits are higher in organizations using more diverse training modalities.
■ Profits are reportedly higher in organizations reporting classroom training as highly 

effective for managers.
■ Profits are reportedly higher where the training function is well integrated with HR and 

senior executives show very positive support for training.
■ High Performing Training Cultures have diverse qualities:
■ Large and small organizations with medium and high training expenses
■ Number of trainers 1-30
■ All ten were from restaurant industry

CHART members for four years or more
High retention levels

■ Small as well as large firms can build a training function that is integral to the organization
and has a positive impact on profit and retention.

■ The greatest contributor to higher profit levels was retention level. The second greatest 
was whether organizations paid outside vendors or not.

■ Predictors of Profit (best to least):
Retention
Organizational Type
Training Budget
Training Practices
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V I I I .  T R A I N I N G I M P A C T O N E M P L O Y E E R E T E N T I O N

T his section reviews results of the survey addressing levels of employee and management
turnover in CHART organizations. The analysis compares turnover in large and small

organizations, as well as between managers and employees. Finally, the analysis discusses if
training practices contribute to turnover.

M A J O R  F I N D I N G S
Turnover
■ Across all organizations, employee turnover ranged from 10% to 225% with a median of 109%.
■ Manager turnover ranged from 0% to 100% with a median of 29%. 
■ Small organizations (less than 5000 employees) had lower turnover than large organizations

(greater than 5000 employees).

R E L A T I O N S H I P  O F  E M P L O Y E E  A N D  M A N A G E M E N T  T U R N O V E R
■ Organizations that have high management turnover also tend to have high employee 

turnover as well. 
■ Not all organizations with high manager turnover also have high employee turnover. 
■ Some organizations may be better at retaining employees while other organizations may 

be better at retaining managers.

R E T E N T I O N
Ability to Retain
■ In 1999 as compared with 1998 46% indicated improved retention and 16% indicated much

improved retention; (Total of 62% indicating any improvement)
■ As compared with other organizations 35% indicated retention was better than others; 

17% indicated much better than others; (Total of 52% indicating better than others)
Retention Factors
■ Those things that keep managers interested in staying with or committed to an organization 

are not the same things that keep employees committed.
■ The two factors most closely associated with high employee retention were total training 

expenses and number of units (the larger the organization, the higher the turnover). 
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■ The two factors most closely associated with high manager retention were being part of a 
profitable organization and positive impressions of retention.

■ CHART members who work in large organizations may have some control over employee
retention by maintaining coherence or uniformity of culture.

■ CHART members may have some control over managerial retention by maintaining profit 
and promoting good employees.

T R A I N I N G  P R A C T I C E S
■ CHART members who indicated their organizations combined culture change + high touch

courses reported significantly lower turnover than CHART members without this 
combination or formula.

■ Several organizations had budget dedicated to courses such as communication, teamwork, 
diversity, supervisor/management skills, and coaching. 

■ Several organizations also offered these courses as part of a new work culture initiative or 
campaign or part of a change management strategy.

B E S T  P R A C T I C E S
■ Include soft skills training as part of the training budget.
■ Develop a culture improvement or organizational development plan.
■ Integrate culture change strategies into the soft skills training courses. 
■ Keep track of employee involvement and commitment as a result of participation in courses. 
■ Make the business case for training by linking training with retention.
■ Maintain coherence or uniformity of culture.
■ Maintain profit and promote good employees.
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I X .  T R A I N I N G A N D T H E E F F E C T I V E U S E O F

T E C H N O L O G Y

T his technology section describes the percent of training budget that went to two areas:
instructional equipment and hardware and production and duplication of materials. It

also assessed percent of budget that was paid to outside sources for instructional equipment
and material production as well as anticipated or actual changes in budget for these two
areas. The study also asked respondents if monies were used for marketing, design, delivery,
and assessment of ten different types of courses. Among these were courses that provided
training in use of computers, instructional technology, and software. The study also asked
what the perceived impact of CIT and its integration within the work culture.

M A J O R  F I N D I N G S
Training Budget
■  CHART members are less likely to devote budget to instructional materials (production and 

duplication) and instructional equipment (hardware) than they are to wages and salaries 
and new course offerings.

■  95% of CHART members devote at least 10% of their overall training budget to new course 
offerings. In contrast, 73% devote the same amount to instructional materials and 40% 
devote the 10% or more to equipment.

■  The average CHART member works for a company that invests between 25K and 50K 
annually in instructional materials and between 12K and 25K annually in equipment 
and hardware.

■ About 25% or more of CHART companies pay outside sources for instructional equipment 
and hardware and for materials development.

■ About 30% of CHART companies dedicate budget to training in computer/information 
technology (IT) (software and technical training). This contrasts with the leading course 
investment; that is, 60% of CHART companies devote budget to customer service or 
supervisory skills/management development training. 

■ All types and sizes of companies invest in technology-related factors (material, equipment, 
and IT). 

To understand budget allocation for technology, it helps to compare technology budget
with other areas. The figure below shows the number of companies investing in seven
different budgetary areas that relate to training. Of these seven different areas of training
budget, the greatest investment was in the area of new course offerings and wages and
salaries. Substantial portions of the budget went to instructional materials.  Investment in
instructional equipment was somewhat less.  Overall, the third greatest area of investment
was in instructional materials and the fifth greatest area was in instructional equipment 
and hardware. 
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I N S T R U C T I O N A L M A T E R I A L S P R O D U C T I O N A N D D U P L I C A T I O N O F

I N S T R U C T I O N A L M A T E R I A L S

Of the 60 respondents, the majority (44 or 73%) set aside 10% or more of training material
production. Many (33) companies paid outside vendors for material production and
duplication. The figure below (middle panel) shows that 17 (nearly 30%) of the 60
companies spent 25% or more of their materials budget to outside vendors.

I N S T R U C T I O N A L E Q U I P M E N T A N D H A R D W A R E

The majority of the 60 respondents (25+17 = 52 or 70%) set aside only 5% or 10% of their
budget for hardware. Very few (7 or 12%) gave 20% or more. Many companies paid outside
vendors for this equipment.

T R A I N I N G I N C O M P U T E R S O R I N F O R M A T I O N T E C H N O L O G Y

The pie figure below shows portions of the budget devoted to designing and delivering
courses or the average amount of budget devoted to different types of training. The figure
highlights the percentage devoted to computer training and shows that, on average, CHART
companies devote 4% of training course monies to computer or technical training in
information technology.

Of all training courses, customer service, management development, and coaching/
performance management receive the most financial attention from CHART companies.

I M P A C T A N D

I N T E G R A T I O N O F

C O M P U T E R T R A I N I N G
■ About 30% of CHART 

companies who provide
computer/IT training 
reported strong impact or 
greater (as seen through the
eyes of stakeholders). Impact
is considerably less when 
compared to courses 
receiving greater attention
(customer service,

management 
development). 

■ Companies that combine a
diverse set of training delivery
formats and a larger staff are
those most likely to use and
benefit from training 
technologies.

■ For those companies that use Computer/IT training see such training as
being as integral to corporate culture as is customer service and leadership
development type programs.
■ For those companies who indicated they had set aside monies for
developing and delivering computer-related courses, 12 or 38% of those
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responding reported only moderate impact while 10 or 31% reported strong impact or greater.
Impact is considerably less when compared to courses receiving greater attention (customer
service, management development). 

In addition, about 50% of all CHART members reported that training programs were part
of a culture or organizational development effort at their companies. This was as true for
customer service and leadership development training as it was true for computer training.
Other courses that dealt with fundamental programs-basic learning skills, wellness/stress, and
sales training-were less likely to be part of a cultural integration. Thus, computer/IT training
was seen as more integral to corporate culture.

C O M P A N I E S W I T H H I G H O R I E N T A T I O N I N T R A I N I N G T E C H N O L O G Y

A single index was derived from the study that combined some of the above measures to
show the degree to which companies possessed high orientation to technology. This measure
assessed budget set aside for computer/IT courses, impact of such courses, budget set-asides
for equipment/hardware and increases in such budget.  The highest possible score was a 6. 
The figure above shows the distribution of CHART member organizations on this measure.
For example, 7 CHART members possessed no (0) technology orientation whatsoever, 17
members reported a score of 3, and only 1 scored high on this measure. 

This index was used to identify which types of companies had high versus low
technology orientation. Results showed that regardless of company size (small
and large companies), industry segment (restaurant and non-restaurant), and
operating budget, all CHART members were equally likely to have either a low or
high technology orientation.
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The best predictors of high technology orientation were the number of trainers a
company had and the number of different types of training modalities used (i.e. on-the-job,
classroom, self-paced for both line-level staff and management). This suggests that
companies that combine a diverse set of training delivery formats and a larger staff are those
most likely to use and benefit from training technologies.

B E S T  P R A C T I C E S
■  Budget and support trainer training in the area of e-Learning, web learning and interactive

training. Members of the training department need to understand "how it works" in order
to support and implement changes in programs and formats. 

■  Do your homework...research and investigate programs before you invest. Know the 
company you are doing business with...check references! 

■  Start simple, get comfortable and build your programs a step at a time. 
■  Make sure your e-Learning programs have a tracking and reporting system. You will need

to closely monitor the results. 
■  RELAX...most of your employees are probably more comfortable with e-Learning than you

think. It would not hurt to do a quick survey. 
■  Look for existing programs, web sites, etc. and "canned" programs. Don't spend time and

money to develop and pay for programs that may already exist. Consider "pay per view"
as a test. 

■  Implementing e-Learning does not mean ADDITIONAL training hours. Use it
in conjunction with existing training.

X .  H O W T O A P P L Y T H E F I N D I N G S

M ost studies contain great quantities of statistical information. Sharing ideas and
solutions with our peers is what gives CHART its true strength and unique character

as an organization. It is in that spirit that we offer these actionable applications for how to
apply the findings of this report. Our goal is to give you the tools and support to help you
reach both your fellow training professionals and your management with information that
proves to be truly valuable to your business and improves the level of professionalism in
your training group.

The recommendations below were contributed by CHART members who delved into
the results of the survey. They are practical applications that are used successfully in
member organizations. We hope you will find increased operational performance by
implementing them in your organization.

S E T P E O P L E U P F O R S U C C E S S .   
Setting people up for success by providing effective entry-level training to all positions

across the organization can reduce turnover. Determine by position how much training time
is needed and the learning objectives that will tell you the person has successfully
completed their training.
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B U I L D A N D M E A S U R E A S T R O N G T R A I N I N G C U L T U R E .   
■  Align programs to corporate mission statement and values; 
■  Encourage "Executives" to discuss development opportunities they take advantage of
■  Involve operations in the planning stages of the program; target your initial efforts to a

small group to "test" the program, measure results in all ways possible (turnover, sales, 
mystery shops, etc.)

■  Survey managers and employees on the importance and value of training in your 
company as well as its impact on the bottom-line.

■  Seek feedback and adapt programs to business needs of end user
■  Design programs for practical use
■  Tools must be cost effective for operators to use on consistent basis.

Attach recognition/reward to development.  
Build it into your bonus program or create an annual award.

V A R Y Y O U R M E T H O D S O F T R A I N I N G .   
Individuals learn differently and some methods of training lend themselves better 

to certain subjects. Consider all of the following methods when developing your 
training programs.
■ Classroom for staff and for management
■ On-the-job for staff and for management
■  Self-paced for staff and for management

C L A S S R O O M T R A I N I N G I S S T I L L H I G H L Y E F F E C T I V E .   
Everyone in the classroom hears the same message. It is a good atmosphere for learning,

growing and infusing the corporate culture. Participants can make mistakes without
consequences and build up their confidence. Team building and synergy across the company
are valuable by-products of classroom training. 

Classroom training requires endorsement and high visibility from management. It must
also be relevant to participants immediate needs. Classroom training should be given high
corporate priority when conducted. If a manager has to go back to work after eight hours of
classroom training it will not be as effective. Curriculum should be relevant and provide
something they can use right away.

U S E O U T S I D E R E S O U R C E S B U T B E S U R E I T F I T S Y O U R N E E D S

A N D C U S T O M I Z E .   
There are a number of "off the shelf" programs that can save time and money. Focus on

basics and don't be sold on what is trendy. Be sure it ties to your company objectives. Be
creative in customizing them for your company by using real life examples. 

Make training an increasingly important component of the total
operational profitability package. Provide resources to the field where
you impact the guest on a face-to-face basis; make training and
developing others an element of an employee's development.
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M E A S U R E T H E E F F E C T I V E N E S S O F C L A S S R O O M T R A I N I N G .   
Pre and post test participants to insure information is transferred. Create surveys that

allow participants to provide session feedback and heed their comments. Develop a system
of measuring OTJ application of what is learned; let participants know what the
measurement will be; monitor and provide feedback.

I M P R O V E Y O U R C O M P A N Y ’ S R E P U T A T I O N F O R T R A I N I N G .   
Today’s applicants are shopping for employment opportunities that add value to their

knowledge and skills. The reputation a company has for taking training seriously has a real
impact on your ability to recruit the new people you need for growth. Does your
organization have a development pathway? Do you have a corporate "University"? Do you
effectively merchandise that to the industry and candidates?

HR and training units must function as part of a single team with a goal.  
Finding, hiring, training and keeping the best in the business at every level of the operation
is the role of both HR and training. Are performance objectives aligned? Does your Entry
level training and University include HR modules? Is there a consistent message being sent?
Is there a system set up to manage knowledge?

P R O V I D E A C C O U N T A B I L I T Y F O R T R A I N I N G .   
Most hospitality operations know that training continues to have a positive impact on

their business and their profitability but they want more accountability for measurable
results for their training investment. Link your objectives to Operational goals (sales, guest
counts, retention) Allocate both financial and human resources to establish measurable
ROI. High turnover rates have a direct and powerful negative impact on profitability. As
vacancies recur and turnover grows, the need to train and re-train becomes an increasing
drag on profitable growth. If we're all going to accept that turnover has a real bottom line
cost to it, then we have to also accept that retention must have a hidden profit side to it as
well. Back to basics might be a good idea in today's new world of foodservice. The most
expensive courses don't always produce the most lasting results. Define what is most
important in your organization and focus on that. Create tools that make it easy for the
organization to teach the basics. Spend time, money and resources on training versus ‘glitzy’
materials.

A D D D E V E L O P M E N T O P P O R T U N I T I E S A T A L L L E V E L S .   
Use your GM conference to set up the year and provide educational workshops; identify

competencies (what makes your managers successful) and provide development; balance
traditional growth pathways with individual development plans; ensure VP/Operations and
Regional Managers are included.

Devote training dollars to the person versus using or developing the latest and 
greatest materials.  

Focus on low cost - high impact items. Spend time researching and incorporating tactics
with associated costs into your annual planning process. Focus university on content 
versus location. 
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■  Allocate a higher percentage of the budget to measure the results of the training we are
already doing. 

■  Recognize that we are in a bottom line driven business and as a result we have to be ready, 
as trainers, to put our results up for evaluation.

■  Technology, no matter how advanced, is not the answer in itself. 
■ Our recent study of training throughout the industry indicated that high tech training tools, 

like CD ROM and online interactive, requires the inclusion of more face to face training to
be truly effective.

■ Make sure your training addresses the real world we are recruiting from, training for and 
working in.  

We are fighting to keep qualified people. We are competing with every other industry for
good people that will show up, most of the time. Our competition is as likely to be the
Old Navy or Gap store in the mall as much as the chain operation down the street. 
Consider incorporating the following:

Materials to Ease Performance and Encourage Success
Less Text; more visual
Individualize Tools
Recognition
Appreciation
Value
Career Advancement
Lifetime Skills
By 2005 over 30% of our customer and employee base will be people of color, many

with English as a second language. 
Are your organizations and training tools geared for that change? Consider

incorporating the following:
■  Field based trainer to support Cultural Diversity Awareness with a strong 

operations background 
■  Beyond the material translation, provide a course at each University in the area of 

Cultural Awareness
Include infield classes that focus on Spanish phrases, effective training and awareness to

different cultures.

A D J U S T T R A I N I N G P R O G R A M S T O T H E R E A L W O R L D O F A V A I L A B L E T I M E .   
Training time is being compressed, just like every other aspect of our industry. Training

programs that might have used a half-day are now streamlined to fit into several 20-minute
sections delivered several times per week. Consider the following:

■  Video- entertainment
■  TV, Internet
■  Audience- practice, attention span, individual application
■  Use of the critical few with more pictures
■  JIT Learning
■  Consider subject matter when considering the training method used.  
■  Modality should be determined by time, cost and content. Some subjects

are better suited for on the job training, others for classroom.

1 6



Just as individuals have different learning styles, so do organizations. Try to incorporate
differed training modes into your system of training information. At the crew level you
might use OJT and self paced (supervised by the individuals immediate boss). Do field
classes on different topics for crew upon request ñ send trainers to a particular city, crew
rarely travels more than an hour for training.

Management training might use more varied modes. Principals are more willing to spend
(invest) money in sending members of management team to a course than employees.

Classroom training (if it is set up well) allows managers to be involved in their learning.
Classes might have a combination of experienced and new managers. Sessions may involve
learning new skills and refreshing skills already learned. Again, sessions deal with real life
situations a manager faces whether people issues or food cost. The biggest benefit is the
resources the managers gain from the networking (some natural, some planned as part of
the course.) The contacts made during the week of class are used on a regular basis upon
return to the drive-in.

C O N S I D E R A S M A N Y F A C T O R S A S P O S S I B L E T O M A K E Y O U R C L A S S R O O M

T R A I N I N G M O S T E F F E C T I V E .   
■  Use of adult learning principles.
■  Hands-on and practical - even “soft” skills need to be related to normal 

manager activities.
■  Get feedback from both attendees and their bosses.
■  Active, active, active - not a lot of lecture.
■  Fun is part of the structure - games, trivia prizes, etc.
■  Continual refinement and revision - keep improving your product.
■  Attendees are required to track how they will use information learned throughout the 

first week. Copies are sent to their supervisors to motivate the follow-up.
■  Instructors with practical experience. Use operational managers or be sure instructors 

go through operational training.

U S E T H E S E R V I C E P R O F I T C H A I N I N Y O U R O R G A N I Z A T I O N .   
■ Manager tenure definitely effects turnover and consistency in operations. These in turn

drive guest satisfaction and return and referral rates thereby increasing revenue and 
profitability. 
Support this with your incentive pay structure. You get the behavior you reward.

E D U C A T I O N A N D T R E A T I N G Y O U R M A N A G E R S A S L E A D E R S A N D

P R O F E S S I O N A L S R A I S E S T H E I R S E L F E S T E E M A N D T H E I R S T A N D I N G W I T H I N

T H E I R P E E R A N D S O C I A L / F A M I L Y G R O U P S .
■  Use certifications and transferable skills training such as FMP extensively in your 

organization and reduce manager turnover rates. This also provides positive communication
to our guests with the FMP plaques prominently posted on the front walls of those 
restaurants where you have FMP general managers.

L I N K T E N U R E ,  R E T E N T I O N ,  T U R N O V E R A N D P R O F I T A B I L I T Y .   
■  Develop a program, which rewards managers for committing to a minimum

period of tenure in the same unit.
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P R O V I D E A M E N U O F T R A I N I N G A N D D E V E L O P M E N T O P T I O N S F O R

E M P L O Y E E S .  
■  Include topics such as business skills, computer skills, team building, management skills,

and operations skills.

W A L K T H E T A L K .
■  Ensure all training embodies the company values and culture.

D E V E L O P A N D I M P L E M E N T A S U C C E S S I O N P L A N N I N G P R O C E S S .  
■  Actively discuss succession plans and development needed with employees at all levels. 

Be clear about where each person stands and what potential their future holds. Allow each 
employee to choose a training focus or path based on interests and 
career planning.

U S E E M P L O Y E E S T O T R A I N E M P L O Y E E S .   
■  Employees will have higher credibility and be able to share real life scenarios. It also

provides development and advancement opportunities for employees.

E N C O U R A G E C R O S S T R A I N I N G .
■ Cross training improves teamwork. It also improves flexibility of scheduling, increases 

development opportunities and raises the level of execution.

B U D G E T A N D S U P P O R T T R A I N E R T R A I N I N G I N T H E A R E A O F E - L E A R N I N G ,
W E B L E A R N I N G ,  I N T E R A C T I V E T R A I N I N G .  
■ Members of the training department need to understand "how it works" in order to support 
and implement changes in programs and formats. 

D O Y O U R H O M E W O R K
■ Research and investigate programs before you invest especially those that 

involve technology applications. Know the company you are doing business
with...reference checks! Know your own company and what are they ready for?

S T A R T S I M P L E
■ Get comfortable and build your programs a step at a time. 

Make sure your e-Learning programs have a tracking and reporting system. 
You will need to closely monitor and measure the impact.

R E L A X
Most of your employees are probably more comfortable with e-Learning than you think.

It would not hurt to do a quick survey and assess the comfort/knowledge level. This will
help with design and implementation.

U S E E - L E A R N I N G P R O G R A M S T H A T H A V E A L R E A D Y B E E N D E V E L O P E D .
■ Look for existing programs, web sites, etc. and "canned" programs. Don't spend time and 

money to develop and pay for programs that may already exist. Consider "pay per view" 
as a test. 

I M P L E M E N T I N G E - L E A R N I N G D O E S N O T M E A N A D D I T I O N A L  
T R A I N I N G H O U R S .  
■ Use e-learning in conjunction with existing training. Identify what subject matter is best

taught using technology.
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C H A R T  S I L V E R S P O N S O R S
Prentice Hall The National Restaurant Association Educational Foundation
American Hotel & Lodging Association Educational Institute The Elliot Group
Reid Pearson People Report 

C H A R T  E X E C U T I V E C O M M I T T E E

Janet Hoffmann, V.P. of Human Resources
Morton's of Chicago

Kathleen Taylor-Gadsby, Senior Director Human Resources
Emerging Brands, Carlson Restaurants Worldwide 

Christine Miller, V.P. of Human Resources
Hostmark Hospitality

Leonard Bade, President
Bade & Associates

T.J. Schier, President
Incentivize Solutions

Lisa Schweickert, Director of Training
Sonic Corporation

Lisa Marovec, FMP, Director, Programs and Services
North American Association of Food Equipment Manufacturers

Tara Davey, CHART Executive Director
Eastwood Management Association
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