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SEASONREADY IO2: 
METHODOLOGY GUIDE FOR WORK-
BASED LEARNING IN THE HOSPITALITY 
SECTOR 

1 Introduction 

The SeasonREADY Methodology Guide for Work-based Learning (WBL) in Tourism and 

Hospitality Sector was developed on the results of extensive research carried out in three EU 

countries – Croatia, Greece and Italy. The complete results of interviews, focus groups, 

questionnaires are available in a dedicated document “Research Report On Local/Regional 

Contexts And Preconditions For Successful Introduction Of Work-Based Learning”.  

The methodology guide presents a universal model of work-based learning which can be 

applied in different national contexts. The guide is focused on the key elements of the 

successful preparation and implementation of WBL reflecting the specifics of seasonal staff 

in tourism and hospitality. 

Firstly, it summarises theoretical foundation of work-based learning, workplace learning 

and training on the job. Secondly, it provides a complex guideline on training development 

and implementation accompanied by training materials for in-house trainers including 

practical suggestions, examples and tips to facilitate the process of in-house training, 

assessment and self-assessment tools and exercises for trainers and managers to help 

them improve their skills. 

 

The methodology guide was developed to be comprehensive yet easy to understand with 

the aim to enable owners, managers and in-house trainers of small-medium hospitality 

enterprises (SMHE) to design and implement their own WBL strategy. A training programme 

tailored according to the SeasonREADY guide will provide seasonal staff with effective 

training and help improve quality of services and competitiveness of SMHEs. 
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2 Transferability and Sustainability 

The second intellectual output of the SeasonREADY project - Methodology Guide for Work-

based Learning (WBL) in Tourism and Hospitality Sector - was developed to ensure high 

potential of transferability and sustainability.  

 

This output has a high potential to be used in various national, regional and 

entrepreneurial contexts. The sector of tourism and hospitality is significantly seasonal in 

numerous European touristic destinations and many employers recruit inexperienced and 

unskilled workers to cover the increased demand for labour during the peak season. The 

SeasonREADY guide analyses and takes into account the specific needs of seasonal workers in 

the hospitality and tourism sector and offers an effective tool to seasonal staff training useable 

by SMHEs all over the Europe contributing to their productivity and competitiveness.  

 

The transferability of the output is supported by its clarity and organisation easy to be 

understood also by less experienced trainers. At the beginning of the material, the readers are 

guided through the phase of initial analysis – job analysis, analysis of individual training needs 

and cost analysis – which supports the transferability potential of the Guide as the users can 

tailor their training strategy according to the specific needs of their workers, requirement for 

a specific job position or resources available for training.  

 

The high transferability of the output sets a favourable condition to its good sustainability 

in a long run which constitutes the ultimate goal of the project’s life cycle. It is important for 

the consortium to make sure that the WBL methodology for seasonal hospitality workers will 

continue to be used by the SMHEs and the impact of the project will be preserved after the 

completion of the project.  

 

The sustainability of the project results will be strongly supported by well-targeted multi-

channel dissemination setting a solid base for future exploitation and stimulating use of the 

SeasonREADY approach in different contexts. The Guide will be freely available for download 

on the project and partners’ websites and will be advertised online and at face-to-face 

meetings with key stakeholders. All partners will organise multiplier events dedicated to 

presentation of the project, its objectives and results and giving space for discussion and 

networking. The Guide will be presented in detail during piloting sessions, where 

employers, trainers and VET providers will learn how to use and adjust the proposed WBL 

methodology. The project partners will use any occasion to raise the awareness of the project 

and encourage proper and effective use of the SeasonREADY outputs. 

 

Furthermore, the sustainability of the proposed methodology can be fostered by the creation 

of a network consisting of associations of workers and association of employers in the 

tourism sector as well as VET providers that will promote the establishment of the WBL 

methodology and training in the SMHEs and encouraging their collaboration in training 
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development and implementation. It is also important that in-house trainers participate in 

this network.  

 

The network could support the promotion of Season READY on multiple levels adopting 

several strategies, such as: 

• To work for the institutionalisation of the proposed method of training starting from 

the members of the network; 

• To engage a strong communication strategy so that the proposed learning 

methodology will reach out larger audiences beyond the members of the network.  

In addition, promotion of the positive evaluation results could be of help especially by 

including “qualitative elements” such as personal testimonials and/or success stories.  

Both dissemination and networking activities will foster the sustainability potential of the 

project’s impact. It will raise the awareness of the need for effective WBL strategies in the 

sector, will engage stakeholders and target groups and stimulate sharing of  solutions and 

good practices and thus support development of new partnerships. Lastly, it can influence 

policy makers and contribute to the positive change in the seasonal employment in the sector 

of hospitality and tourism and support competitiveness of European SMHEs.  

 

More ideas about sustainability of the project outcomes will be developed in the frame of the 

fourth intellectual output “Guide with recommendations to policy makers, stakeholders 

and VET providers for the adoption of WBL in SMHE.”  
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The Concept of Work-Based Learning 

3 Work-based learning 

Learning isn’t confined only to a classroom, learning happens every day in all different 

settings and sometimes it’s even unintentional. The purpose of this section is to explain how 

learning happens at workplace and give more insight into the advantages of training people 

on the job.  

3.1 Learning in organisations 

Before we start, let’s recapitalise some basic terminology, in particular the subtle differences 

between work-based learning, workplace learning and on-the-job training. 

3.1.1 Work-based learning  

In general way, work-based learning (WBL) can be understood as learning through work, 

learning for work and learning at work.1 

 

Work-based learning is often used in academic context and it means an educational strategy 

that combines school-based education with work experiences where theoretical and 

technical skills can be applied and evolved. WBL is usually integrated in school based 

programmes - vocational education and training (VET) systems. It encompasses a diversity 

of formal and non-formal arrangements including apprenticeships, work placement and 

on-the-job learning.2  

 

For the purpose of seasonal staff training, the focus of this guide will be turned towards the 

third dimension of WBL - learning at work. Learning at work or workplace learning means 

acquiring knowledge, skills and attitudes by doing a job and by reflecting on experience.  

3.1.2 On-the-job training 

On-the-job training (OJT) presents a structured approach to training based on regular work 

situations which can but doesn’t have to be combined with off-the-job (classroom) training.3   

On-the-job training aims at the skills, knowledge and competences needed at a specific job 

and work setting and is tailored to the requirements of a concrete employer.  

As the training is quite narrowly focused on a particular job and practical execution of tasks, 

it’s very effective and time-saving.  

 

                                                        
1 Gray, D. (2001): Assessment series [online]. [Accessed on 06-03-2018] Source: 
http://www.heacademy.ac.uk/assets/York/documents/resources/database/id11_Briefing_on_Work_based_Learning.rtf 
2 European Commission (2013): Work-Based Learning in Europe: Practices and Policy Pointers. 
3 European Commission (2018): EPALE Glossary: On-the-job training [online]. [Accessed on 06-03-2018] Source: 
https://ec.europa.eu/epale/it/glossary/job-training-0 
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However, workplace and on-the-job learning can be combined with off-the job elements too. 

For example, seminars on safety measures for hotel employees can take place off-the-job.  

 

For the purpose of the SeasonREADY project that aims at training of (1) seasonal employees in 

hospitality sector and (2) owners and in-house trainers the guide will build on the concept of 

learning at work and will presents models and techniques of on-the-job training. 

3.1.3 What are the advantages of on-the-job training?  

On-the-job training (OJT) embodies many advantages for both employees/trainees and 

employers. Learning the job by execution of work tasks in real workplace enables workers 

to develop specific professional expertise and soft skills, improve confidence and support 

new-comer’s integration into the team.  

 

For employers, OJT presents a cost effective method of training which can be easily adjusted 

to their specific needs and so generate positive effects on workers’ performance and overall 

management of human resources (e.g. improved motivation, stabilisation of turnover).  
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Methodology Guide for Employers and In-
House Trainers in Hospitality Sector 

4 Glossary  

Before you immerse yourself in studying, see a brief working vocabulary defining the 
terminology used in this guide.  
 

Term Definition Example 

KNOWLEDGE 
Awareness or understanding of a circumstance or 

fact.4 

Theoretical knowledge of 

how a dish is cooked 

ABILITY 

Usually defined as a natural or inbuilt capacity or 

talent that enables an individual to perform a 

particular job or task successfully.56 

Ability to do physical work 

SKILL 
Specific learned activities and behaviours which can 

be developed and improved over time.7 
Mopping the floor 

ATTITUDE 

A predisposition or a tendency to respond 

positively or negatively towards a certain idea, 

object, person, or situation.8 

Accepting feedback and 

trying to improve one’s 

performance 

BEHAVIOUR 
A response to an action, environment, person, or 

stimulus.9 

Greeting and smiling at the 

sight of an arriving guest  

COMPETENCY 

Skills + Knowledge + Abilities = Competencies 

 

Competencies take "skills" and incorporate them 

into on-the-job behaviours. Those behaviours 

demonstrate the ability to perform the job 

requirements competently.10 

Performing a complex task 

successfully and timely 

PERFORMANCE The accomplishment of a given task.11 

Serving guests in a hotel 

restaurant measured 

against quality standards 

 
 

                                                        
4 Businessdictionary.com: Knowledge definition [online]. [Accessed on 28-09-2018] Source: 
http://www.businessdictionary.com/definition/knowledge.html 
5 Businessdictionary.com: Ability definition [online]. [Accessed on 28-09-2018] Source: 
http://www.businessdictionary.com/definition/ability.html 
6 Staffsqarted.com (2015): The Difference Between Knowledge, Skills and Abilities [online]. [Accessed on 28-09-2018] 
Source: https://www.staffsquared.com/blog/the-difference-between-knowledge-skills-and-abilities/ 
7 Staffsqarted.com (2015): The Difference Between Knowledge, Skills and Abilities [online]. [Accessed on 28-09-2018] 
Source: https://www.staffsquared.com/blog/the-difference-between-knowledge-skills-and-abilities/ 
8 Businessdictionary.com: Attitude definition [online]. [Accessed on 28-09-2018] Source: 
http://www.businessdictionary.com/definition/attitude.html 
9 Businessdictionary.com: Behaviour definition [online]. [Accessed on 28-09-2018] Source: 
http://www.businessdictionary.com/definition/behavior.html 
10 Beckett, S. (2015). What’s the difference between skills and competencies? On Resources.hrsg.ca [online]. [Accessed 
on 28-09-2018] Source: https://resources.hrsg.ca/blog/what-s-the-difference-between-skills-and-competencies 
11 Businessdictionary.com. Performance definition. [online]. [Accessed on 08-09-2018] Source: 
http://www.businessdictionary.com/definition/performance.html 
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Training can be defined as a planned process to modify attitude, knowledge or skill 

behaviour through learning exercise to achieve effective performance in an activity. Its 

purpose is to develop abilities of the individual and satisfy the current and the future needs 

of the organisation.12 In a nutshell, on-the-job training prepares people to do their jobs 

effectively.  

 

It’s a complex process to prepare and implement training assuring optimum results and it 

requires adequate expertise on the side of trainer. This guide will explain all the steps of 

training development process following the standard training cycle model13.  

 

Training development consists of five interconnected steps – Analysis, Design, 

Development, Delivery and Evaluation. Training development goes in cycle, meaning that 

it’s never completely finished. Final evaluation is always an input for another initial training 

needs analysis.  

 

 
 
Fig. 1: Training cycle 

                                                        
12 The Manpower Service Commission in Training and Development Practices in Hotel Industry [online]. [Accessed on 
01-09-2018] Source: http://shodhganga.inflibnet.ac.in/bitstream/10603/75264/12/12_chapter%205.pdf 
13 Origins of the model in Branson, R. K. at al. (1975). Interservice procedures for instructional systems development. (5 
vols.) 

Analysis

Design

Developm
ent

Delivery

Evaluation
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5 Analysis 

At the beginning of the training process, the assessment of training needs should be done. 

Understand the starting position by analysing the organisation, jobs, tasks, personnel and 

other resources. The initial analysis of training needs should result in definition of training 

objectives.  

5.1 Job analysis 

It is fundamental to understand the job that will be trained and define relevant knowledge, 

skills and attitudes that trainees need to acquire. You can start by studying the job 

description that contains detailed information about tasks and requirements for the position.  

 

Use the job description to make a list of tasks which tells what the employee is supposed to 

do in a working day. You can also assign different priority to each task or skill. This will help 

you structure tasks from the simple to complex within training. Then break down the task 

into steps to estimate how it should be performed.  

See an example below14.  

Position Bartender 

Task 1 Inventory and requisition bar stock 

Step 1 Inventory alcohol 

Procedure  Count the full bottles of each type of beverage. 

Record the amounts on an inventory form. 

Estimate how much alcohol is left in each open 

bottle and record the amount.  

Step 2 Prepare a beverage requisition 

Procedure Consult your par stock list to determinate how 

much of each item should be on hand. 

Consult your inventory form to determinate how 

much of each item you already have. 

… 

Step n  … 

 

Knowledge, skills and attitudes required to build a desired competence: 

• Basic maths  

• Ability to estimate amount in open bottles 

• Understanding of the record sheets and its use 

• …. 

Tab 1: Job analysis example 
 

                                                        
14 Based on Hamza, M. (2012): Development Training Material Guide. Swedish Civil Contingencies Agency (MSB). ISBN 
978-91-7383-303-5 [online]. [Accessed on 01-09-2018] Source: https://www.msb.se/RibData/Filer/pdf/26433.pdf 

EXAMPLE 
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Besides job description, you can profit from your own experience when analysing the tasks 

and skills needed for the job. If you don’t have personal experience with the position, ask 

managers and senior employees to give you an insight. Observe experienced workers 

performing normal tasks to estimate the optimum standard. You should also look into the 

common struggles of newly hired and tackle them in training.  

 

If the workplace uses standards, you have to take them into consideration as well. For 

example: the guest is always greeted within 30 seconds. 

 

5.2 Individual training needs  

In order to save time, you can prepare and deliver the same training for all seasonal workers 

at the same job position. You can also provide general training for all employees and another 

standardised session for each profession.  

 

More individualised training may be needed in case you hire a small number of seasonal 

workers; if you wish to provide better-targeted training to key positions or your trainees 

have special needs.  

 

The simplest way to estimate individual training needs is by comparing the skills needed for 

the job (as described above) and current skills of the employee. In this way, you can identify 

the gaps and adjust the training to close them.  

 

The trainee’s skills can be assessed during an interview or testing, by self-assessment or 

during a trial.  

 

See an example of training needs analysis below.  
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Training needs analysis 

 

 

Job requirements Before training After training 

Customer service skills 80% 90% 

Work with reservation system  50% 80% 

Preparing bills and invoices 50% 80% 

Business writing skills 30% 70% 

Dealing with complaints 80% 90% 

Working under pressure 70% 80% 

Giving practical information 100% 100% 

Tab 2: Individual training needs analysis  
 

 
Figure 2: Individual training needs analysis  

Not only is initial assessment useful in training preparation, but also helps evaluate the 

training outcomes and plan further training. 

 

In individual training, trainee’s predominant learning styles should be also taken into 

account. (See the section “How people learn”) 

 

Results from job analysis and training needs analysis will help you set training objectives.  

(See the section “Design and Development”) 
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5.3 Costs analysis 

Training has some costs and it is rather convenient to be aware of them. Importantly, if 

training is well targeted, costs can be easily outweighed by the benefits associated with having 

well-trained staff. Training benefits everyone – trainee, enterprise and guests. An employee 

who is properly trained is more productive, confident and motivated, they feel more proud 

and respected and their work-related stress reduces. The enterprise will directly benefit from 

increased productivity, decreased safety hazards, improved quality of product and service, 

guests’ greater satisfaction, strengthened brand and reputation. Finally, guests will receive 

high-quality service, have more pleasant and safer stay and will feel they are getting their 

money’s worth.15 

 

For better illustration, compare some costs of training with the costs of not training: 

Costs of training Costs of not training 

Salaries of trainer and trainee 
More mistakes, which cans cost money or discourage 

customers 

Training resources and equipment Lower productivity – less work done, delays 

Possibility of more errors and less 

productivity during the training 

period 

Lower revenue due to poor service or low-quality product 

Higher turnover – hiring costs 

Tab 3: Cost analysis  

5.4 Design and develop 

Training design basically outlines what, where, who, when and how.  

5.4.1 WHAT 

Firstly, use the results of initial analysis to set learning objectives. Learning objective (or 

learning outcome) states the expected competence, knowledge, skill, behaviour and 

attitude of trainee.  

 

Setting the objectives of training: 

 Increase knowledge 

 Improve attitudes 

 Build skills and competence in specific tasks 

 Improve work behaviour, performance  

 

Use the outcomes from the previous analysis to answer these questions16: 

 What information do you want trainees to learn? 

                                                        
15 Metzger, J., Keyzerman, Y. (2014): Trainer Development Program Workbook. American Hotel & Lodging Educational 
Institute. Orlando. ISBN 978-0-86612-443-0 
16 Hamza, M. (2012): Development Training Material Guide. Swedish Civil Contingencies Agency (MSB). ISBN 978-91-
7383-303-5[online]. [Accessed on 01-09-2018] Source: https://www.msb.se/RibData/Filer/pdf/26433.pdf 
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 What do you want them to do with that information? 

 What skills and competencies do you want them to gain or improve? 

 How do you want trainees to demonstrate the skills? 

 What attitude should the trainees have after the training? 

 If you ask them after the training about what they learnt, how should they answer?  

 

Once the objectives are clear to the trainer and other people responsible for the training, 

communicate them to the trainees. Learning objectives should be defined in learner-

oriented and performance-based way. Meaning you should tell trainees what they will be 

able to do at the end of the training session. As research suggests, if the learners know what 

they are supposed to learn, there’s a better chance they will learn it.  

 

Formulations of objectives 

 

Which of these objectives is better formulated? 

 You will be able to prepare an original Moscow mule. 

 I will show you how to prepare an original Moscow mule. 

 You will know how to prepare an original Moscow mule.  

Solution:  

The first one is the best because it is expressed in terms of the trainees telling them what they 

will be able to perform. The second one, instead, is trainer-oriented and rather passive from 

the trainees’ point of view. The third one is focused more on theoretical knowledge instead of 

practical execution of the task. 

 

To facilitate the evaluation define the objectives as specific, observable and measurable. 

Moreover, learning objectives should be SMART17.   

 

SMART Objectives   

Specific – What exactly do you want to achieve?  

Measurable – How will you measure that the objective has been reached? 

Acceptable – Is the objective acceptable for all stakeholders?  

Relevant – Is the objective worth achieving?  

Timely – How long would it take to achieve the goal? Set deadline. 

 

  

                                                        
17 Origin of the concept: Doran, G. T. (1981). "There's a S.M.A.R.T. Way to Write Management's Goals and 
Objectives", Management Review, Vol. 70, Issue 11, pp. 35-36. 

TEST  
YOURSELF! 
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Here’s an example of a SMART objective:  

 

 At the end of the training, you will be able to  

prepare five gin-based cocktails under three minutes each.   

 

Set general objectives of the training and specific objectives for single tasks breaking them 

down into skill, knowledge, behaviour and attitude.  

5.4.2 WHERE 

Within the phase of design, you should think about where the training will take place. First of 

all, you should decide if it will be organised on-the-job, off-the-job or in alternation. 

SeasonREADY guide focuses on on-the-job training so this decision can be left aside for now.  

 

Make a list of locations where the training will happen for each trainee or a group of trainees. 

Follow the standard working day (e. g. bar, kitchen, reception etc.) and include a calm place 

for initial talk and feedback interview (e.g. a meeting room, your office).  

 

Set a favourable learning environment. Examine the learning/working environment and 

identify distractions in the environment, malfunctioning ergonomics, confusing directions or 

technological obstacles and remove all possible external barriers to learning. 

 

Make sure that the training venues are available in the time of training and that all trainees fit 

in.  

5.4.3 WHEN 

Training of seasonal workers should take place before the peak season starts. This means 

you should start the recruitment few months in advance and hire employees before you 

actually need them. Count the time needed for training and make sure that workers will have 

enough time to learn the job. If the season goes as well as you wish for, you won’t have time 

and occasion to provide much of training then. To safe some time on-the-job, provide trainees 

with materials for individual learning (e.g. work and safety guide, interesting videos 

showcasing typical situations in hospitality etc.).   

 

There are more aspects to be considered when scheduling training: 

 What you will train  

 How long time do you need (one session or more shorter sessions) 

 Check availability of trainees 

 Check your own schedule and other work duties 

 Check if other employees can cover normal work functions 

 Check availability of resources and training location 

 Foresee possible interruptions by guests and co-workers 

 

See an example of training schedule for seasonal worker in housekeeping below.  

EXAMPLE 
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Exemplary plan of training for seasonal workers: 

Topic: Training for seasonal housekeeping staff in a hotel  

Season: May – September 

 
Training plan April 1st – 15th  

Date Duration Topic Content18 Methods Objective Trainer 

1st 

April 
9:00-12:00 Introduction 

Welcome 

Presentation of the 

staff 

Presentation of the 

hotel and of the 

Training programme 

Lecture 

To meet with co-

workers and 

managers 

To understand 

different roles in the 

organisational 

structure  

To understand the 

history and mission 

of the hotel 

To understand the 

training ahead  

Mr Greet 

1st 

April 
13:00-17:00 

Uniforms and 

personal 

grooming 

Receive uniforms 

Explain the 

purposes: protection 

and appearance 

Explain the use of 

different uniform 

Rules of dress code 

and personal 

grooming 

Lecture 

with visual 

demonstrat

ion 

To receive whole set 

of uniform in correct 

size 

To understand its 

purpose and use 

To understand 

clearly the rules of 

clothing and 

grooming at work 

Mrs Bow 

2nd 

April 
9:00-12:00 

Cleaning 

Equipment 

(Trolley, mops, 

vacuum, brushes, 

broom and 

commercial cleaning 

equipment) 

Where to take them 

How to use them 

How to take care of 

them  

 

Group 

lecture at 

the 

technical 

room 

 

Demonstrat

ion-

To gain the 

knowledge of the 

whole equipment 

To understand how 

to use it, where to 

store it and how to 

take care of it 

Be able to use it 

properly 

Mr 

Hoover 

                                                        
18 Based on Poloandtweed.com (2018): Training Programme for Housekeeping Staff. [online]. [Accessed on 06-03-2018] 
Source: https://poloandtweed.com/blog/training-programme-for-housekeeping-staff 

January 

start 
recruitment

March

finalise 
staffing

Aprile 

new 
staff on 
board -
training

May 

staff trained 
and able to do 

daily duties 
independently

EXAMPLE 
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observation 

2nd 

April 
13:00-17:00 

Products/Cle

aning 

Chemicals 

Correct product 

application  

Awareness of health 

and safety (for staff 

and guests) 

Product knowledge 

and correct use  

Group 

lecture at 

the 

technical 

room/hotel 

room 

 

Demonstrat

ion-

observation 

To gain the 

knowledge of 

products 

To be able use them 

properly 

To be able ensure 

safety of themselves 

and guests 

 

Mrs 

Clean 

… … … … … … … 

15th 

April 
9:00-12:00 

Independent 

work 

supervised by 

senior staff – 

hotel room 

housekeeping 

3rd floor 

Apply standard 

cleaning procedure 

Feedback from 

supervising staff  

Eventual correction 

in performance 

Job 

shadowing 

To be able to 

autonomously carry 

out the standard 

housekeeping 

procedure 

Mrs 

Clean 

Tab 4: Training plan example 

 

According the specific needs, the training plan can contain more or less columns and lines. For 

instance, if there is only one trainer, you don’t need to write it down for each session. 

Alternatively you can add columns for other people to be involved, location of the session or 

resources needed. 

5.4.4 WHO 

First of all, organise a group of trainees and make sure you understand their training needs.  

 

Contemporaneously, chose a trainer and, if needed, provide them with additional training 

and support.  

 

People entrusted with training should be selected and trained carefully because the quality of 

on-the-job training is strongly dependent on the quality of trainer. 

Poor trainer may confuse and stress trainees without achieving desired learning outcomes 

and the training will be counter-productive for both trainee and employer.  

 

Below, we summarise the key traits of an ideal trainer. It can be used as a check list when 

selecting a new trainer but also as a tool to identify learning needs of the trainer.  

For further information on training skills see the chapter “Training skills”. 

 

An excellent trainer:  

 has strong technical skills: knowledge of the field and the workplace  

 is highly skilled at the profession and specific job 
 has strong training skills 

 has excellent communication skills 
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 is able to give constructive feedback 

 has facilitating skills 

 has management and leadership skills 

 has good inter-personal skills  

 has motivational skills 

 has a good understanding of how people learn 

 know how to plan, design, develop and deliver training 

 know how to set learning objectives 

 has a good knowledge of training methodologies and knows how to apply them 

 has the ability to transfer knowledge 

 is able to evaluate trainees skills and performance  

 

Below you find an example of a questionnaire for trainers.  

Instructions: Indicate how much you agree with each statement.  
1 – Disagree 
2 – Quite disagree 
3 – Quite agree 
4 – Fully agree 

Technical skills 1 2 3 4 
Not 
applicable 

The trainer has solid professional experience in the field      

Has strong understanding of the ethics of her/his profession      

Has solid experience with the workplace      

Is able to give practical examples of work situations      

Is familiar with the key policies and other strategic documents of the 
company 

     

Maintains her/his knowledge and skills updated           

Demonstrates confidence in own abilities, views or decisions when 
challenged  

          

Training skills 1 2 3 4 
Not 
applicable 

The trainer can identify and close gaps that obstacle the transfer of 
learning  

          

Can identify and cover the training needs      

Can formulate training objectives      

Has previous knowledge of the training content           

Has ability to explain and illustrate concepts           

Has a solid understanding of how adults learn      

Can engage trainees in training       

Can stimulate and encourage further learning      

Provides opportunities for the participants to share experiences      

Questionnaire 
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Her/his teaching style is consistent       

Search for innovative methods of teaching      

Can create positive learning environment       

Can make the training “stick”       

Can achieve the training objectives      

Ability to plan, design develop and deliver training 1 2 3 4 
Not 
applicable 

The trainer can analyse the skill, knowledge and attitudes need for the 
job/task 

     

Can analyse costs and plan resources      

Knows what need to be trained      

Can plan and prepare training schedule      

Can make quality time for the most important priorities      

Can select and organise the trainees           

Promotes a safety conscious working environment      

Has a strong knowledge of OJT methodology      

Can choose suitable training methods      

Can apply suitable training methods      

Can provide useful and relevant training materials           

Can organise the training material to ensure productive learning           

Can facilitate the training       

Can deliver the training her/himself           

Can evaluate the trainees’ achievements           

Can evaluate the training           

Communication skills 1 2 3 4 
Not 
applicable 

The trainer can communicate clearly (people understand correctly what 
she/he is saying) 

     

Can connect well with the audience      

Is a good listener           

Welcomes questions and responded to them appropriately      

Has adequate nonverbal communication (body language, eye contact, 
voice, appearance) 

          

Constructive feedback 1 2 3 4 
Not 
applicable 

The trainer is aware of the importance of constructive feedback           

Can provide corrective feedback            

Can provide confirming feedback      
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Motivation skills 1 2 3 4 
Not 
applicable 

The trainer provides models, encouragement and/or incentives to 
optimize learning 

          

Appraises those who utilize skills learnt in training           

Can involve all participants           

Gives credit and acknowledges contributions and efforts of the trainees           

Inter-personal skills  1 2 3 4 
Not 
applicable 

The trainer is able to achieve mutual understanding       

Can behave in a friendly way      

Can empathize with others       

Can gain trust of people      

Trainees and collaborators respect her/him      

Is open, honest and fair to all      

Management and leadership skills 1 2 3 4 
Not 
applicable 

The trainer is able to plan training           

Is able to organise training      

Is able to control training      

Is able to lead trainees to meeting the learning objectives      

Leads by example      

Can ensure that others understand the organization’s ethics and values      

Can deliver key approaches to problem solving           

Can handle difficult situations emerged during training           

Fosters teamwork and cooperation among 
participants 

          

Can deal with discipline issues effectively            

 

The trainer should score at least 60% of the applicable statements in order to be able to take 
over a training programme. Candidate with final score lower than 75% should be provided 
with additional training to improve their skills in their weak areas.  
 
The questionnaire can be adjusted to suit the needs and priorities of your enterprise. The 
questions can be also modified for the use of trainer’s self-assessment.  

5.4.5 HOW 

Deciding how to train is a very important step of training design and development. There is 

a wide variety of training methods each suitable for different purpose and context. At this 

place, we offer an overview on “how to train” on the job considering the needs and specifics of 

seasonal staff training in tourism and hospitality. 
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5.4.6 Choose type of training 

There are three types of on-the-job training we recommend for training of seasonal 

employees in tourism and hospitality.  

 

1. Group Training 

Group training is conducted for more employees at the same time. Such training is usually 

longer and takes place out of working hours (before or after shifts, during the time reserved 

exclusively for training). Training more people at the same time is advantageous if you need 

to provide the same information to all. Group sessions are rather focused on initial and 

theoretical training because it gives fewer opportunities to observe each trainee and give 

proper feedback.  

 

You can opt for group training involving different professions (front desk, food and beverages, 

housekeeping) when providing basic information on the workplace (e. g. working hours and 

rules, quality standards, dress code), occupational safety and health rules and other general 

information.  

 

Group training is also good when giving the first insight into the job or demonstration of tasks. 

Group sessions can be also useful if other trainees can learn from each other, for example, in 

case of role playing activities.  

 

2. One-on-one training 

One-on-one training, on the other hand, is preferable in the following phases of training when 

trainee is supposed to perform the tasks. Individual session gives you space to observe, give 

feedback and guide trainee to adjust their performance.  

 

3. Blended learning  

Although on-the-job training is delivered directly at the workplace, trainers should be 

prepared to suggest additional resources for independent learning such as online learning 

platforms, guides, manuals and other materials.   

 

The third intellectual output of the SeasonREADY project provides and comprehensive set of 

training materials for seasonal staff in three key areas – front-line operations, food and 

beverages services and housekeeping providing them with the proper mix of skills, 

knowledge and attitudes required in hospitality. 

 

A European project VIRTUS offers a set of free online training courses from the field of 

tourism and hospitality especially useful for front desk operators. See the courses in English, 

Italian, Greek, German and Spanish here http://virtus-vet.eu/src/views/course_list.php?id=2 

 

http://www.seasonready.eu/
http://cesie.org/project/virtus/
http://virtus-vet.eu/src/views/course_list.php?id=2
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5.4.7 Choose training method  

During the phase of design and development, you should make sure about the training 

methods and their combination. For each phase and purpose of training, different method 

may be suitable. A good mix of methods helps achieve the learning objectives, overcome 

monotony and keep trainees engaged. Below, we suggest the most appropriate methods for 

training of seasonal workers in hospitality. Some examples of training activities are given.  

Lecture 

Informational nature of this method is suitable when we need to convey large sum of 

information also to a big group of people. Lecture is effective at delivering knowledge, but 

can hardly transmit practical skills.19 

 

Trainer giving a lecture should be a good speaker, able to stick to the topic and time. There 

should be a time reserved for the questions and answers. Trainer should be able to give 

responses and facilitate questions effectively. To make a lecture more effective and engaging 

it can be accompanied by illustrative presentation, videos or sharing of experiences. 

 

Lecture usually requires low expenses and less time, a common problem is that audience 

remains rather passive.20 Such as group sessions, lectures should be rather selected for 

initial and theoretical training.  

Demonstration  

Demonstration is a behaviour-oriented training method. It is a simple way of practical 

training. The trainer will demonstrate the way to use some tools, and give detailed 

explanations while the trainee observes carefully.  Subsequently, trainee is asked to 

replicate the operation.21  

 

This method supports strongly the development of practical skills and stimulates 

comprehension and retention. Furthermore it can provide trainees with a model to follow. 

 

The good point is that the trainee takes less time in learning, and can solve the encountering 

problem on the spot. 

 

Demonstration is more effective if performed with smaller groups of trainees or 

individually.  Trainer’s feedback must follow immediately after the practice.  

 

  

                                                        
19 Hamza, M. (2012): Development Training Material Guide. Swedish Civil Contingencies Agency (MSB). ISBN 978-91-

7383-303-5 [online]. [Accessed on 01-09-2018] Source: https://www.msb.se/RibData/Filer/pdf/26433.pdf 
20 Hamza, M. (2012): Development Training Material Guide. Swedish Civil Contingencies Agency (MSB). ISBN 978-91-
7383-303-5 [online]. [Accessed on 01-09-2018] Source: https://www.msb.se/RibData/Filer/pdf/26433.pdf 
21 Hamza, M. (2012): Development Training Material Guide. Swedish Civil Contingencies Agency (MSB). ISBN 978-91-
7383-303-5 [online]. [Accessed on 01-09-2018] Source: https://www.msb.se/RibData/Filer/pdf/26433.pdf 
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Four Steps OJT Model22  

 

One of the first structured on-the-job training programmes  

was launched during World War I in the shipbuilding industry by Charles R. Allen.  

 

Step 1: Preparation 

 Show workers what they are required to do. 

 Show trainees the optimum result of a task.  

 Break the procedure down into simple steps and show them how to take all the steps 

correctly.   

 

Step 2: Presentation 

 Tell workers what they are required to do and why they are required to do it.  

 Explain trainees what they are supposed to do in single steps. 

 

Step 3: Application 

Let workers perform the required tasks autonomously.  

 Give them enough time to replicate the task.  

 Observe carefully without interfering (if not necessary).  

 

Step 4: Inspection 

 Provide constructive feedback informing trainee of what they have done right and what 

they have done wrong.  

 Guide them to adjust their performance and let them try again.  

Case study 

Case study is another behavioural method of training focused on problem analysis and 

solving. It requires active involvement of trainees, gives opportunity to apply knowledge 

and acquire new skills. Trainees are given a description of a situation and asked to come to 

a decision or solve a problem concerning the situation.23 This can be done in small groups, 

pairs or individually.  

 

Subsequently, trainer needs to provide an ideal solution to the problem but be open to assess 

and discus original solutions proposed by trainee.   

 

Case study is particularly useful if the cases reflect real work situations and daily concerns. 

 

                                                        
22 On-The-Job Training. Reference For Business [online]. [Accessed on 06-03-2018] Source: 
http://www.referenceforbusiness.com/encyclopedia/Oli-Per/On-the-Job-Training.html#ixzz58xnmdoRa 
23 Hamza, M. (2012): Development Training Material Guide. Swedish Civil Contingencies Agency (MSB). ISBN 978-91-
7383-303-5 [online]. [Accessed on 01-09-2018] Source: https://www.msb.se/RibData/Filer/pdf/26433.pdf 

EXAMPLE 
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The good point is that the trainees can learn the way to analyse and solve problems from 

the actual case. Moreover, the trainees will be trained to assent the importance of accepting 

other people’s opinion which is the main point in solving problems.24 

 

Case study 

 

Provide trainees with a case study relevant to their job and workplace.  

Ask them to analyse it considering the context of their workplace. 

Let them discuss possible solutions to the situations and suggest what could have been done 

better.  

 

An example case study 

 

Check-in and room change 

A gust arrives at the hotel after a long trip and can’t wait to relax and get some sleep in his 

already booked deluxe room with sea view. His attitude is very nervous and impatient and 

he’s attempting to skip the check-in formalities by postponing them to the next morning.  

 

The receptionist apologizes and remembers the customer that she is not allowed to give him 

the key until the registration form has been filled out and signed.  

 

The upset customer, annoyed, compiles the form and leaves.  

 

After a short while he shows up completely out of breath by saying, that he found some insect 

in his room and demanding a room change.  

 

The receptionist mortified tries to calm down the customer by offering him a glass of water, 

and immediately afterwards looking for an alternative room. Unfortunately, all the other 

rooms with sea view were booked, in order to fix this setback, the customer was offered a 

royal suite and was explained that hotel staff was happy sort out things for him and is happy 

to help whenever he may be in need of.  

 

By upgrading the room class without any additional cost for the customer, she offered a 

solution to a compelling problem ensuring the customer your willingness to handle his issues 

as perfectly as you can, by proving him that you care about his happiness. Pleasantly 

surprised, and by acknowledging the receptionists quick and effective problem-solving, he 

thanks the hotel employee and heads to his new room relieved. 

 

Questions for trainees: 

 Was this solution adequate? 

 Would be such a solution acceptable at your workplace? 

                                                        
24 Training and Development Practices in Hotel Industry [online]. [Accessed on 01-09-2018] Source: 
http://shodhganga.inflibnet.ac.in/bitstream/10603/75264/12/12_chapter%205.pdf 

EXAMPLE 
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 Can you think about alternatives? 

 Why is it important to satisfy your guests? 

 Are there any follow-up “tasks” the receptionist must do? (report it, ensure that the room 

is checked up by housekeepers etc.) 

Role playing 

Role playing can easily go along with case study, indeed, it can be a subsequent step. 

Trainees are assigned to act out problem-solving situations similar to those they will 

encounter in their workplace. It gives an opportunity to practice skills and experience real 

interaction. Trainer can observe, provide feedback and correct trainee’s behaviour and 

attitude immediately.25 

 

Preferably, role playing should be done with a small group of trainees. Interaction with 

others during a problem-solving exercise is important for learning to work with other’s point 

of view.  

 

Role playing requires larger facilitation skills from trainer then case study.  

 

Role playing 
 
Ask your trainees to study the following situation,  
take up the roles of the receptionist and the client  
and try to resolve the situation.  
Subsequently, analyse the situation and possible solutions.   
 

Situation: Room upgrade request 

A customer requires a room of better standard that he paid for. He claims that the reason for 

his claim is that he prefers taking bath and his room has only a shower box.  

 

The receptionist offers an upgrade to a suite for an addition charge of 50 Euro for night. The 

client insists on changing the room free of charge.  

 

Task for trainees:  

Think about this situation in the context of your workplace. Come up with an adequate 

solution. Explain why this solution is the best.  

 

Recommendations for a successful resolution:  

The first thing to do in these circumstances is a sincere apology. “I’m sorry” is a mandatory 

response in these situations, even if it isn’t your fault.   

 

                                                        
25 Hamza, M. (2012): Development Training Material Guide. Swedish Civil Contingencies Agency (MSB). ISBN 978-91-

7383-303-5 [online]. [Accessed on 01-09-2018] Source: https://www.msb.se/RibData/Filer/pdf/26433.pdf 

EXAMPLE 
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Secondly, empathize with the customer. Even a small phrases like, “I understand how 

upsetting that must have been,” can have an impact on getting the customer to realize that 

you’re on their team in this pursuit to make things right.  

 

Thirdly, be always prepared to help. Placing a replacement order likely takes you very little 

time, but that fix doesn’t always address the underlying problem of the customer’s frustration 

and unhappiness, but it helps.  

 

Finally, skilled hotel staff must master the art of delivering the “no”. Never reject a guest 

straight away, even if it’s clearly impossible, even if you know that you can’t accede to 

a request, show sincerity in making their request happen.  

Saying for example: "Hold on, let me check the availability/speak with my manager to see if 

that can be done". Even if you come back with "I'm afraid all our rooms are fully booked now 

and we won't be able to arrange for that", it'll appease the guest that you at least tried. 26 

 

Individual on-the-job training methods 

Seasonal workers are usually thrown into the busiest time of the year and expected to 

perform at the highest level. At the same time they are aware of not being a permanent part of 

the team which affects negatively their engagement and motivation to learn and perform.27  

Individual support can help them get on the board successfully and learn their job in a short 

time. 

Job shadowing 

Job shadowing means working side-by-side a more experienced colleague and is one of most 

commonly used methods of training is SMHEs.28 The core of this method lies in learning how 

to do a job by spending time with someone who is doing it.29 In simple job shadowing, it’s the 

trainer, owner, manager or superior staff who delivers the training. Job shadowing is not 

a training method in the strict sense because the learning is rather unstructured and 

informal.  

 
However, job shadowing is very simple and doesn’t require any special training skill, material 

and resources. The trainee, by observing and repeating, learns the job relevant processes 

and operation in real work setting.  

 

Spending a lot of time with an experienced worker, trainees also learn many practical 

shortcuts, gain better understanding of common troubles and learn how to resolve them.  

                                                        
26 FastJobs.com (2016): 5 Difficult Situations While Working In A Hotel And How To Handle Them [online]. [Accessed on 
27-09-2018] Source:  https://blog.fastjobs.sg/5-difficult-situations-while-working-in-a-hotel-and-how-to-handle-them 
27 Andriotis, N. (2017): Training Your Seasonal Employees: The Tips and Tricks at Afrontlearning.com. online]. 
[Accessed on 27-09-2018] Source: https://www.efrontlearning.com/blog/2017/08/tips-seasonal-employees-training.html 
28 SeasonREADY focus groups 
29 Businessdictionary.com: Job shadowing [online]. [Accessed on 06-03-2018] Source: 
http://www.businessdictionary.com/definition/job-shadowing.html 
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A significant disadvantage is that the experienced worker may “waste” time explaining their 

job to the trainee which may lead to decrease of productivity and frustration on both sides. 

Furthermore, complex tasks can be difficult to understand if only shown and not explained 

well.  

 

For that reason, job shadowing should be preferably applied in the further phases of training 

when trainees need to practice the knowledge and skills they acquired in training.  

For example, after a lecture on cleaning procedure, equipment and products, a trainee in 

housekeeping cleans a hotel room together with a senior staff.  

Buddy system 

Buddy system is another one-to-one method of on-the-job training and it can be very 

effective in seasonal staff training.  

 

It consists in pairing a seasonal worker with a permanent staff member who will 

accompany them during the on-boarding period. The main objective of buddy system is to 

provide the new employee with a point of contact for general queries regarding day-to-day 

operational issues.30  

 

Buddy is supposed to show newcomer around the workplace, introduce them to their 

colleagues, and direct them to where they will be working. Explain the daily procedures, 

show equipment or systems they need to use at work. Thanks to a buddy, trainee will easily 

learn what's ''normal'' in the organisation, what's ''right'' and ''wrong'' and what's expected of 

them.  

 

Since the relationship of buddy and newcomer is rather peer-to-peer, the buddy should be 

a person employed at the same position and at the same level of the organisational 

hierarchy.  

 

The buddy isn’t supposed to be a trained trainer or an expert. The person, however, should 

possess solid interpersonal skills and have good understanding and commitment to the 

company and its values.31 Moreover, when choosing the worker to be assigned with a trainee, 

keep in mind that many of bad work attitudes may be transferred by “buddying”. 

 

It follows that buddy system can save employers and trainers a lot of time as they don’t have 

to explain newcomer all the basics. However, the process needs to be supervised and 

combined with technical-oriented training to be successful.  

 

Employer also needs to invest some time in advance to train the buddy and make sure they 

understand and take seriously their role. 

                                                        
30 HR.com - Making HR Professionals Smarter (2001): Designing a Buddy Program [online]. [Accessed on 10-09-2018] 
Source: https://www.hr.com/en/communities/training_and_development/designing-a-buddy-program_eacwm5gu.html 
31 HR.com - Making HR Professionals Smarter (2001): Designing a Buddy Program [online]. [Accessed on 10-09-2018] 
Source: https://www.hr.com/en/communities/training_and_development/designing-a-buddy-program_eacwm5gu.html 
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Mind that buddy is not responsible for trainee/newcomer’s professional development or 

performance. That is the job of mentor, coach and manager.  

 

The difference between buddy, mentor and coach32:  

 Mentor should assist the individual with their development, both personally and 

professionally. 

 Coach should increase the individual's job-related skills and performance. 

 Buddy is solely involved with providing an access to operationally necessary 

information. 

Coaching and mentoring 

After an initial training, trainer’s support shouldn’t fade away. In case of seasonal workers, 

trainers or managers can’t provide a full coaching or mentoring but we can draw an 

inspiration from these approaches to provide employees with some individual support. The 

individual-oriented approach supports significantly the development of interpersonal 

competencies, stimulates commitment and motivation.  

Coaching focuses on the individual's needs and accomplishments  

providing encouraging feedback and suggestions to improve performance. 

Mentoring means that a more experienced individual (the mentor) acts as an advisor, 

counsellor, or guide to a junior or trainee.  

In case of seasonal staff, these elements of individual support can be applied: 

 One-to-one feedback sessions  

 Individual consultations  

 Group discussions – managed weekly experiences sharing  

 Brown bag lunch – training/consultation in informal setting 

 Couching/mentoring approach can be adopted also in the combination with self-

managed learning, for example self-studying followed by an individual/group meeting 

with trainer in order to discuss the material and answer eventual questions.   

5.4.8 Selecting training materials 

Actual training content can be original (developed by the trainer), adapted (existing material 
adapted to the needs of a workplace) or fully taken over.  
 
For the purpose of the SeasonREADY, we assume that employers don’t develop their own 
training content as it is time-consuming and resource-demanding. Please see the training 
materials for seasonal staff in IO3 SeasonREADY Training for seasonal hospitality workers 

                                                        
32 HR.com - Making HR Professionals Smarter (2001): Designing a Buddy Program [online]. [Accessed on 10-09-2018] 
Source: https://www.hr.com/en/communities/training_and_development/designing-a-buddy-program_eacwm5gu.html 

 

DID YOU 
KNOW? 
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6 Deliver 

In this section, we will talk about training delivery which practically means interaction with 

trainees according to the training design. Indeed, training delivery is dependent on the 

quality of initial analysis, training design, developed content and the trainer. If the 

previous steps are well-prepared and the trainer is qualified, the training delivery will be 

much easier.  

6.1.1 Structure of training delivery 

Training delivery is usually divided in more sessions. Set a clear structure for each session 

including:  

 

 Training topic 

 Audience 

 Type of training 

 Method of training 

 Training objectives 

 Time 

 Place 

 Training resources 

 

Don’t forget to communicate basic information about the training session to your trainees 

and co-workers who may be affected by training at their workplace.  

 

Content-wise, focus on clarity and structure of what you say and show when training 

people. Avoid jumping from one topic to another and don’t waste time going into particulars 

when not necessary. The clearer and more meaningful it is, the higher the probability trainees 

will remember it.  

 

To make this message clear, we give you an exercise on how important the structure is when 

memorising new information.  
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Structured communication33 

 

1. Examine the array of symbols below for 15 seconds  

and try to remember it.  

 

 

 

 

2. Now cover the array and reproduce it in the box below. 

  

 

 

3. Respond the following questions: 

 How many of symbols were you able to replicate until the first error? 

 How many € symbols were in the array? 

 How much time would you need to memorise the whole array? 

 

4. Now examine another array of symbols for 15 seconds and try to remember it.  

 

 

 

5. Cover the array and reproduce it in the box below. 

 

 

6. Respond the following questions: 

 How many of symbols were you able to replicate until the first error? 

 How many € symbols were in the array? 

 How much time would you need to memorise the whole array? 

 

You probably did better in the second trial, right? You were able to memorize the line in much 

shorter time and you might have made none mistake when reproducing it.  

 

Why?  

What does it tell you the structure of your training delivery?  

 

 

 

 

 

 

 
                                                        
33 Based on Keeps, E. J., Stolovitch H. D. (2002): Telling Ain't Training – Chapter 6: A Five-Step Model For Creating 
Terrific Training Session. ASTD Press. ISBN 1-56286-328-2 
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TEST  
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Fig 3: The importance of structure  

6.1.2 How to keep training session structured 

One of the easiest ways in structuring training is to focus on one task at time, defining the 

competency needed, breaking it in steps and knowledge, skills and attitudes required for 

each step. Examine the example below.  

Structure of a training session 

See an example of a task breakdown into  

single steps and respective knowledge, skills and attitudes.  

 
Task: Checking in a hotel guest34 
 

 
Fig 4: Training structure 

                                                        
34 Steps inspired by Hospitality-school.com (2011): Step by step guest registration at front desk [online]. [Accessed on 

28-09-2018] Source:  http://www.hospitality-school.com/guest-registration-front-desk-sop 
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content
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structure

Significantly
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Step 1: Greeting
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•Attitude
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•Task

•Knowledge

•Skill

•Attitude

EXAMPLE 

http://www.hospitality-school.com/guest-registration-front-desk-sop
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Step 1: Greeting 

 

Task: When you see the guest coming in, open the main entrance by using switch beside of the front 

desk. Greet with a smile and say:” Good morning/afternoon/evening (according to the right time of the 

day) Mr./Mrs. Patron (guest if you know) or sir/ma’am welcome to Hotel Zivogosce. If the guest’s 

name is not known, ask the guest for their name by saying: ”may I have your name please”? 

 

Knowledge: 

 Intermediate knowledge of English 

 

Skills:  

 Communication skills 

 Self-presentation 

 Operation with door opening system 

 

Attitude: 

 Welcoming and friendly attitude 

 

Competency: 

 Be able to greet clients immediately in friendly and fluent way. 

Step 2: Find the guest in booking system 

 

Task: Check current day’s check-in list for the guest’s name and retrieve the guest folder. Open guest 

file in ABC system and review file. Retrieve the Guest Registration Card and key.  

 

Knowledge: 

 Knowledge of the reservation system 

 

Skills:  

 Ability to operate with the system quickly and precisely 

 Ability to resolve simple technical problems in the system 

 

Attitude: 

 Focusing on the operation while maintaining contact with the client 

 

Competency: 

 Be able to find and administrate efficiently guests’ reservations in booking system. 

 

 

Step 3: Register the guest 

Task: Present the guest registration card and lease agreement. Show guest where to sign or fill-in 

requiring information by saying: “Mr. Mandzukic, please check the information and complete these 

areas and sign here. Do not interrupt guest while they are filling the forms. When receiving completed 

form, say: “Thank you Mr. Mandzukic. Check that all necessary areas of name, passport number, 

address and signature are completed accordingly. 
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Knowledge: 

 Knowledge of the forms and agreements 

 Knowledge of the documentation needed 

 

Skills:  

 Communication skills 

 Ability to complete the forms as required  

 Technical skills (registry, printing) 

 

Attitude: 

 Patient and helpful 

 

Competency: 

 To be able to register new guests and administrate their arrival efficiently and precisely.  

 

Knowledge, skills and attitudes often overlap and repeat. After analysing the whole task, you will be able 

to create a complete and structured list of them. This will help you provide employees with comprehensive 

training covering all the aspects of their work.  

 

When training a new task or teaching a new skill, follow the training delivery process as 

showed in the figure below. Starting from more passive forms of training to more active 

ones followed by constructive feedback and adjusted action.  

 

Fig. 5: Delivery of practice-oriented learning progress 

To make sure that you cover everything you want to transmit, use a simple tool to summarise 

your tasks. Here we provide you with a simple template of “do to list”35. 

                                                        
35 Inspired by Keeps, E. J., Stolovitch H. D. (2002): Telling Ain't Training – Chapter 6: A Five-Step Model For Creating 
Terrific Training Session. ASTD Press. ISBN 1-56286-328-2 
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Training “to do list” 

Training title: How to clean and inspect hotel room bathroom 

Training objectives:  

Trainees will be able to clean and inspect hotel room bathroom independently 

Specific objectives: Trainees will: 

 learn the procedure of cleaning and inspecting 

 know all the products and equipment needed 

 be able to accomplish all steps in excellent quality and in good time 

 be able to clean and inspect a hotel room in half an hour depending from the rooms seize 

 be able to report  

Do Say Resources Time 

Present the purpose 

of the training 

This aim of this session 

is… 

- 10 minutes 

Show how to change 

the towels and wash 

cloths  

Explain meaning of 

towels on the floor, 

explain which towel is 

placed where in the 

bathroom. 

Clean towels of all 

sizes.  

10 minutes 

Demonstrate the 

steps of cleaning a 

bathroom, let them 

try the washing 

Start with cleaning the 

shower and sink 

Cleaning products, 

washing cloths 

15 minutes 

Demonstrate vacuum 

cleaning and wiping  

Explain how vacuum 

cleaner works, explain 

the products to be used 

Cleaning products for 

wiping, vacuum cleaner 

15 minutes 

Put together all the 

equipment and 

products before 

concluding 

Emphasise the need of 

double check that all is 

clean and then report 

room as ready for 

arrivals 

Trolley, reporting 

templates 

10 minutes 

Tab 5: Training “to do list” template 

 

In order to ensure effective training, the trainer needs to apply all their skills and expertise. At 

this place, we will summarise the main points to keep in mind when training seasonal 

workers.  

 

 

EXAMPLE 
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 Focus on developing skills, not just knowledge  

 Explain and demonstrate tasks clearly 

 Do the practical training at as real setting as possible 

 Give trainees time to digest new information 

 Give trainees sufficient time to practice the task  

 Provide feedback immediately 

 Make the learning process active 

 At the end of each session summarise key points and underline the core message 

 Mind the rules of effective communication 

 Encourage and motivate your trainees 

 Employ your interpersonal skills 

7 Evaluate 

Even though evaluation is presented as the last step of the training cycle, it should take place 

throughout each phase of training. It allows the determination of what needs to be changed 

in the training plan and delivery so that a training session or programme is most effective. 

 

Evaluation includes evaluation of trainees and their learning progress as well as 

evaluation of entire training programme. Evaluation includes planning, systematic 

observing and tracking of progress and real interest on the side of trainer.  

7.1.1 Process evaluation 

An easy way to evaluate each phase is use of check lists or control questions. 
See an example below.  
 

Process evaluation – control questions 

Needs Analysis Design & Development Delivery 

Were the appropriate 
people involved in 
identifying the training 
needs? 

Clearly defined content - skills, 
knowledge, and attitudes – 
satisfying the learning objectives of 
the intended audience? 

Was training sessions planned 
and communicated? 

Are the learning objectives learner-
oriented, performance-based and 
SMART? 

Is the training and each 
session logically structured 
and clear? 

Did you examine the job 
and identify the task? 

Is the training venue decided and 
favourable learning environment 
ensured? 

Is the training plan sequential 
– arranged from simple to 
complex tasks? 

Did you break down the 
tasks into steps and 
knowledge, skills and 
attitudes? 

Is the training well-scheduled 
considering the seasonality and time 
needed for recruitment?  

Are the training methods 
organised from passive to 
active? 

Were all aspects of training 
considered when scheduled? 
(availability of people, venue and 

Did you cover everything by 
training? 

EXAMPLE 
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resources) 

Was the analysis 
comprehensive? 

Is the time planned for training 
sufficient? 

Did you provide enough 
information, time to learn and 
feedback? 

Were the trainees identified and 
contacted? 

Do trainees have enough time 
to practice in real work 
setting? 

Did you take the 
individual needs into 
account? 

Was the trainer identified, assessed 
and trained? 

Is the training active enough 
and are the trainees engaged? 

Were different types and methods of 
training considered? 

Is the delivery of training clear 
and comprehensible? 

Would additional methods 
provide more useful input, 
(e.g. an interview or a 
questionnaire)? 

Were a proper variety of training 
methods chosen and planned? 

Did you give a summary of key 
points after each session? 

Did you take the adults’ learning 
needs into account? 

Do you stick to the principles 
of effective communication? 

Is further inquiry needed 
to identify the training 
needs? 

Did you communicate the training 
plan to all stakeholders? 

Do you encourage and motive 
the trainees? 

Did you identify good resources and 
materials? 

Is there an agreement of 
needs identified among all 
stakeholders? 

Training materials adapted to the 
workplace and trainees’ needs? 

Are you friendly and 
supportive with the trainees? 

Is the training comprehensive 
enough without being 
overwhelming? 

Tab 6: Process evaluation – control questions 

7.1.2 Trainees’ evaluation  

Evaluate the trainees’ performance to estimate the achievement of learning objectives and the 
overall impact of training.  
   
Evaluation of learning outcomes 

 Evaluation during the course to acknowledge learning progress and make necessary 

adjustments. 

 Final evaluation: trainer should review all the interim evaluation, do the final 

evaluation checking to which extent the learning objectives were reached and collect 

feedback from trainees to estimate their satisfaction with the training.  

 Follow-up evaluation: evaluation of the training’s impact to the workers’ 

performance, managers’ satisfaction with the performance and potentially customers’ 

satisfaction.  

 All outputs from evaluation serve to revise the training material and design and adjust 

it for future use.  

 
It is advantageous to evaluate each training session at its end through an interview, 

discussion or questionnaires. If trainees are assessed right after the training session, they 

have a better chance of learning and internalising new competencies.  
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There are various tools for checking attainment of learning objectives such as written or oral 

tests, observation checklists or performance results.36 In specific circumstances of seasonal 

staff training, trainers need to look for the most feasible methods of assessment. This can 

include: 

 asking questions 

 requesting real or simulated demonstrations followed by observation checklist 

 assigning and reviewing exercises 

 assigning problems and cases and evaluating solutions offered by trainee  

 self-assessment 

 peer-to-peer assessment and correction 

 

Below, you find an example of evaluation tool – observation checklist – covering the first 

two steps of task “Waiting a table”.  

  

                                                        
36 Keeps, E. J., Stolovitch H. D. (2002): Telling Ain't Training – Chapter 6: A Five-Step Model For Creating Terrific 
Training Session. ASTD Press. ISBN 1-56286-328-2 
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Evaluation tool - Observation checklist 

Ask trainee to simulate waiting a table.  
 
If possible, ask another person to play the customers, ask questions about the products to test 
the trainees’ knowledge and communication skills.  
 
Task: Waiting a table 
Step 1: Greeting  
Step 2: Ordering 
 
 Greet the table within two minutes of seating. 
 Hand them the menu and present daily specials. 
 Offer the best drinks the restaurant offers.  
 Write down their beverage order.  
 Ask if they need suggestions regarding the menu. 
 Give them time to choose meals. 
 Check back within 5 minutes and bring their beverages. 
 Write down their meal order. 
 Ask about special requirements (e. g. how they wish their stake to be prepared). 
 Thank them for their order.  
 
During the whole process: 
 Smile 
 Maintain eye contact, look at the guests when taking to them  
 Listen actively 
 Interact politely  
 Respond to the guests’ questions and needs 
 Demonstrate knowledge of products 
 
Did the trainee cover all steps in the right order and in time?  
 
Don’t forget that giving feedback is a critical part of trainees’ evaluation. To make sure you do 

it well, check the section “Giving feedback”.  

 

Trainees’ success doesn’t depend only on the level to which the learning objectives were 
achieved, but also on their self-satisfaction, self-confidence and motivation.  
 
  

EXAMPLE 
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Trainees’ Self-assessment Questionnaire  
 
To understand whether your trainees  
and employees are satisfied with their progress,  
ask them to fill in anonymous questionnaires. See an example below.  
 
Instructions: Indicate how much you agree with each statement.  
1 – Disagree 
2 – Quite disagree 
3 – Quite agree 
4 – Fully agree 
 

Satisfaction with the training 1 2 3 4 Not applicable 

You found the training useful           

You gained new knowledge       

You learnt new skills      

Your work performance improved after training      

Your work-related stress decreased      

The difficulty of training was appropriate (not too difficult or too 
easy) 

          

Your training expectations were met           

The trainer was well prepared and had adequate expertise           

The training setting was adequate           

You were given enough time to remember and retain new 
information 

          

You were given enough time to practice            

You were able to reflect on your learning      

You had the opportunity to identify your limits and report them to 
trainer 

          

The methods used enabled you to take an active part in the 
training 

          

You felt engaged in training            

The training course encouraged exchange of information and 
expression of ideas successfully 

          

Score  

Self-confidence 1 2 3 4 Not applicable 

You consider yourself a professional      

You feel to be taken seriously at work      

You feel adequately prepared to carry out your daily tasks           

You feel adequately prepared to deal with difficult situations that 
may occur in your job 

          

You feel confident in interaction with your colleagues           

Questionnaire 
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You feel confident in interaction with your supervisor/trainer      

You feel confident in interaction with clients      

You take initiative on your own            

You can make adequate decisions without consulting with 
supervisors 

          

You accept constructive feedback            

You reflect on your shortcomings and take action to improve           

You are aware of your strengths            

You can stand for your professional values           

You believe in your abilities and competencies           

Score 
  
 

Motivation 1 2 3 4 Not applicable 

You often feel satisfied at the end of workday            

You are enthusiastic to take over new responsibilities            

You are keen on learning new things to improve your 
performance 

     

You seek feedback       

You search for new learning opportunities      

You enjoy sharing your experience with your colleagues           

You feel encouraged to apply new skills in your job           

Your supervisor/trainer praises application of skills learnt in 
training 

          

You like to participate in decision-making      

You prefer to work autonomously      

You set career-related goals for yourself            

You can name a recent achievement you’re proud of      

You care about your relationships at workplace      

You actively seek for recognition       

Score  

Total score  
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Training Skills for In-House Trainers in 
the Hospitality Sector 

1 Training skills 

The quality of on-the-job training is strongly dependent on the quality of trainer. It is of vital 
importance that trainer has solid technical and interpersonal skills. On the following pages 
we summarise the key characteristics of an ideal trainer. Some exercises are provided to help 
trainers improve their communication and training skills.  

1.1 Technical skills 

Let’s start by summarising the areas of technical skills, an excellent trainer must have:  

 A solid knowledge of the field or business 

o An excellent trainer should have a deep knowledge of the industry including how 

the product, customers, dynamics and current trends.37 

 Be highly skilled at the profession and specific job 

o The trainer should have an adequate education and work experience in the field. 

This is necessary in order to provide accurate professional training and inspire 

confidence in the trainees.  

 Be familiar with the concrete workplace 

o The trainer doesn’t have to be necessarily employed at the workplace but they 

should be familiar with the organisational structure, culture and main strategies 

and policies (overall business strategy, HR strategy).  

 Have strong training skills 

o The training skillset encompass hard, soft and interpersonal skills which are 

applicable across industries. The core skill lies in training design, development and 

delivery as presented in the SeasonREADY guide. Secondly, the knowledge transfer 

is closely linked to trainer’s communication skills which are covered in the 

following text. 

 

Trainers of seasonal workers in tourism and hospitality are supposed to pass on their 

knowledge and experience to inexperienced workers in quite restricted time. For that 

reason, trainers must be acquainted with the industry, profession and workplace.  

 

Not only is a solid background important for the transfer of knowledge, but it also helps 

trainers to plan the learning process, evaluate trainees’ achievements, empathise with them 

and gain their trust and respect.  

 

                                                        
37 Getadministrate.com (2014): 6 Essential Qualities Training Managers Need [online]. [Accessed on 01-09-2018] 
Source: https://www.getadministrate.com/blog/6-qualities-managers-need-for-team-learning-development/ 
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However, it takes years of studies and first-hand experience to develop such knowledge. 

 

For the purpose of this guide, we’ll assume that the trainer has sufficient work experience and 

will concentrate on specific training skills crucial for trainers in tourism and hospitality.  

1.2 Communication skills 

Communication skills or the ability to communicate effectively is crucial for all 

professionals working with other people.38 It doesn’t refer to a single skill but to a set of skills 

including speaking clearly and concisely, listening, giving feedback, communicating non-

verbally and other inter-personal skills.  

Even if the training is work-based, major part of the training is carried out through words and 

trainer must be able to convey knowledge and explain tasks effectively.  

Communication is a complex process and it requires some natural talent plus lot of work to 

become an excellent communicator. Below, we summarise the key ingredients to successful 

communication. 

1.2.1 Decide your message 

Before you start, make your message clear for yourself. Decide what you want to 

communicate and what the required impact of your message is.  

Say what you mean, mean what you say.  

1.2.2 Clarity of language 

Speak fluently, not too quickly, use simple words and short sentences that go to the point. 

Wait for the feedback and then rephrase or repeat unclear parts.  

1.2.3 Make it clear and concise    

Say just enough – don’t talk too much or too little. Convey your message clearly and directly, 

using as few words as possible. Communication should be short enough not to confuse and 

overwhelm the receiver but long enough to share the idea successfully. It should be also 

interesting for the audience to keep them motivated to listen up.  

 

“A good speech should be like a woman's skirt; long enough to cover the subject and short 

enough to create interest.” 

― Winston S. Churchill 

Efficient and effective communication  

Efficient communication means conveying ideas in a quick and organised way.  

                                                        
38 Businessdictionary.com: Communication skills definition [online]. [Accessed on 01-09-2018] 
Source://www.businessdictionary.com/definition/communication-skills.html 
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Effective communication gives the results you want. 

 

In the ideal case, it should be both efficient and effective.  

 

Successful communication: time limited + pointed + engaging 

1.2.4 Audience analysis and establishing contact 

Think about your audience. Learn more about who are your trainees, what is their 

background (academic, professional or cultural) address their needs and concerns and decide 

your communication style accordingly. The appropriate communication style (including non-

verbal features) will help you convey understanding, authority and anything else underlying 

your message.  

 

Pre-establish mutual understanding with your audience, explain what is the 

training/session going to be about and what is your common objective.  

1.2.5 Active listening  

Active listening means hearing mindfully and attempting to comprehend the meaning of 

words spoken by another person.39 

 

Read more: http://www.businessdictionary.com/definition/active-listening.html 

Being a good listener is one of the best ways to create solid relation with your audience and 

communicate with them. No one likes to listen to someone who is interested only in their own 

message. Show that you care about your audience’s opinions, make sure they understand 

and ask them questions. You shouldn’t just ask close questions such as “Do you understand?” 

“Shall we move on?” It’s a good idea to give your audience a space to share their experience or 

propose their ideas. You can ask “How would get control of yourself in such a situation?” “Can 

you think of a better response to an angry customer?” 

 

Then pay close attention to what the other person is saying. Ask clarifying questions, and 

rephrase to ensure you understood "So, you’re saying that…" 

 

Do the exercise below, to examine and improve trainer’s skill of active listening. 

 

 

 

 

 

 

 

 

                                                        
39 Businessdictionary.com: Active listening definition [online]. [Accessed on 28-09-2018] Source: 
http://www.businessdictionary.com/definition/active-listening.html 
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5 Levels of listening40  

 

Objective of the exercise is to practice self-awareness  

of the ability to listen actively and improve the ability of focused, active listening.  

 

Prepare colourful sheets of paper symbolising five levels of active listening, think about 

examples of different levels of listening from your own experience as a trainer. Try to 

challenge yourself to fit into level 4 and 5 when communicating with your trainees.  

 

Level 1 

 Not being really present in the situation. 

 Not being able to repeat what is being said.  

 Being completely in your own world.  

Level 2  

 Paying attention to be able to repeat the main idea of what is being said.  

 Focusing mainly on yourself.  

Level 3  

 Being able to develop one’s own idea of the content.  

 Being able to agree or disagree reflecting one’s own point of view.  

Level 4 

 Thinking about how to rephrase and summarise what is being said.  

 Focusing on the sense and applicability of the message in future.  

 Considering the speakers’ point of view.  

Level 5 

 Thinking about why the speaker is saying what they are saying.  

 Assessing the background underlying the message.  

 “Trying on the other’s shoes” - trying to understand the others’ point of view.  

 

The TED Talk by Julian Treasure could be a useful additional source of inspiration to 

practice active listening: 

https://www.ted.com/talks/julian_treasure_5_ways_to_listen_better 

 

With the lingering thought that we may not be such great listeners after all, we can see why 

Julian Treasure claims that we are losing our hearing. Treasure uses a simple acronym, RASA 

(meaning “juice” or “essence” in Sanskrit), to relay his steps for active listening, RASA stands 

for: 

 Receive 

 Appreciate 

 Summarise 

 Ask 
                                                        
40 REST project (01/10/2016 – 30/09/2018), co-funded by DG Home Affairs – Asylum, Migration and Integration Fund 
(AMIF), material developed by Catro Bulgaria, catrobg.com  

TEST  
YOURSELF! 

https://www.ted.com/talks/julian_treasure_5_ways_to_listen_better
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Find another exercise on activity listening below.  

Bus driver exercise41 

Tell the group that you will ask them some questions. They are allowed to take notes if they 

want to. Then tell them: “You are a bus driver” and read out the bus route.  

 

It can go like this:   

“This is the bus route. At the first stop, three people got on the bus; one of them was wearing 

a  red hat. 

At the second stop, six people got on and three got off.  

At the third stop, five people got on, one person was carrying a bag and the person with the red 

hat got off.” Continue in this way as long as you retain useful.  

 

Once you’ve finished ask “What is the bus driver’s age?” 

 

The majority of people won’t know because they overheard or didn’t consider the opening 

line: "you are bus driver". 

1.2.6 Giving feedback  

Giving and receiving feedback appropriately is an important part of communication skill.42  

Feedback is a powerful mean to increase employees’ motivation; it empowers them and helps 

them grow professionally.  

 

Feedback comes usually in one of these forms: 

 Corrective feedback – informs what they have to accomplish and explains how they 

can attain better the objective. 

 Confirming feedback – informs what they have attained already.  

 

Feedback should be concrete and constructive. If you have to criticise, offer a solution or 

advice to support improvement and implementation of the feedback. Criticism should help 

trainees and employees improve not humiliate or discourage them from trying. 

 

The best time for feedback is directly after the performance, training or evaluation session. 

Feedback is generally more effective if it comes prior to the next attempt or practice.  

 

Provide feedback with regard to the training objectives to make the trainee understand if 

they’ve got it right. Correct them when not.  

 

                                                        
41 Norman, B. (2018): Trainers' Tips: active listening exercises .Trainingzone.co.uk [online]. [Accessed on 28-09-2018] 
Source: https://www.trainingzone.co.uk/develop/cpd/trainers-tips-active-listening-exercises 
42 Thebalancecareers.com (2018): Communication Skills for Workplace Success [online]. [Accessed on 01-09-2018] 
Source: https://www.thebalancecareers.com/communication-skills-list-2063779 

TEST  
YOURSELF! 

https://www.trainingzone.co.uk/develop/cpd/trainers-tips-active-listening-exercises
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Evaluation can cause anxiety in adult learners, especially if they have to wait for receiving it. 

To ease it, provide trainees with immediate and appropriate feedback always assessing the 

performance, not the person!43 

 

Don’t forget that feedback involves giving praise as well.  Saying "good job" or "thanks for 

taking care of that" to a trainee/employee improves their sense of satisfaction and increase 

motivation. 

 

Similarly, you as trainer should be able to look for feedback from others. Listen to it carefully, 

ask clarifying questions if you are unsure and make efforts to implement the feedback. 

 

See an example of corrective feedback below.  

Giving corrective feedback 

 

Case: An employee made a mistake44 

Your junior worker committed an error.  

Frist of all, remember that the person usually already knows that they did a mistake so you 

don’t need to make deal of it. Instead of giving them a hard time, try finding what can be 

learned from the mistake for next time. 

 

What you can say:  

I know you feel badly about what happened. It was a mistake but let’s not dwell on it. What do 

you think could have been done to prevent that? Let’s try to find a way to learn from this moving 

forward and make sure you have the right support so it doesn’t happen again. We can set up 

a time to go over the procedure again if you think a refresher could help. 

 

The impact of the feedback: 

Chances are, if your employee received proper training, the mistake was an oversight and 

won’t repeat. You want to give them the opportunity for more training if they need it 

without giving them a lecture. Fostering an environment where employees feel safe to take 

risks and make mistakes leads to more innovation and big ideas. 

1.2.7 Nonverbal communication 

Nonverbal communication refers to wordless communication including body language and 

other visual, physical, paralinguistic or environmental features.45  

 

                                                        
43 Keeps, E. J., Stolovitch H. D. (2002): Telling Ain't Training – Chapter 6: A Five-Step Model For Creating Terrific 
Training Session. ASTD Press. ISBN 1-56286-328-2 
44 St-Aubin, N. for Officevibe.com (2018): 10 Real-Life Examples of Giving Effective Employee Feedback [online]. 
[Accessed on 01-09-2018] Source: https://www.thebalancecareers.com/communication-skills-list-
2063779https://www.officevibe.com/blog/employee-feedback-examples 
45 Businessdictionary.com: Nonverbal communication definition [online]. [Accessed on 28-09-2018] Source: 
http://www.businessdictionary.com/definition/non-verbal-communication.html 

EXAMPLE 
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Continuously, we communicate silently with our body language including facial expression, 

posture, gestures and eye contact.  Also, the tone and loudness of your voice as well as our 

overall appearance add much to your message.  

 

Successful nonverbal communication starts with a smile. This simple facial expression will 

transmit optimism and set positive learning environment. Eye contact is also important 

for connecting to your audience. You should look in the eyes of people you are talking to in 

order to demonstrate that you are focused and interested. But avoid staring; it makes people 

rather uncomfortable than engaged.  

 

Furthermore, you can work with your posture and voice. For example, a relaxed stance and 

a friendly tone make you appear approachable and encourage others to speak openly with 

you. Strengthen-up posture, strong and deeper voice conveys confidence of the speaker and 

importance and seriousness of the message. Demonstrable confidence also shows that you 

believe in what you’re saying and trainees will more likely follow you. But everything is better 

in moderation. Don’t exaggerate with confidence to avoid sounding arrogant or aggressive.  

 

Overall appearance including hairstyle, clothing and accessories are also means of nonverbal 

communication. Think about how you want to be perceived by your trainees and employees. 

It is advisable to opt for a professional outfit or a uniform if the workplace uses one.  

 

Keep in mind that communication is two-way process. Pay attention to other people's 

nonverbal signals to catch their feedback.  

 

1.2.8 Intercultural communication  
 
Intercultural communication skills are very important in hospitality sector and general in 
learning processes since trainees might come from different counties and cultures. By 
understanding the interplay of language and culture you will be able to avoid 
misunderstandings, hasty attributions of motives and even conflicts. Your increased cultural 
awareness will help you to collaborate with your trainees from different cultures, providing 
them with maximum support according to their needs. 
 
Effective intercultural communication requires that we are closely acquainted with the 
communication style adopted in another culture, which may be quite different from the style 
that prevails in our country. Some cultural characteristics that have a great impact on how 
communication takes place are presented below: 
 
 Contact (proximity)46: refers to activities or actions that signal a desire to establish 

a closer contact with another person, such as manifestations of affection, eye contact, 

closeness and openness. People from "high contact cultures" such as Saudi Arabia, France, 

Greece and Italy stay closer to one another, and more often make contact by touch. Those 

                                                        
46 TIME (2016). Self Study Course for trainers of Intercultural Mediators. Module 4: Communication techniques. Available 
at: http://mediation-time.eu/images/TIME_O5_Trainer_Course_Module_4.pdf 
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cultures are usually located in "warm" climates. "Low contact cultures" include 

Scandinavia, Germany, Britain, the United States, Japan.  

 Context or the expected degree of message clarity. There is a distinction between high-

context and low-context cultures47. High-context cultures (e.g. Mediterranean, Slav, 

Central European, African, Arab, Asian) prefer to leave part of the message unspecified, 

expecting the listener to understand the full meaning through context, nonverbal cues, 

and between-the-lines interpretation of what is actually said. This may be very confusing 

and disturbing to people from low-context cultures (Germanic and English-speaking 

countries) where messages have to be clear, explicit and specific.  

To learn more about the differences between low and high context cultures, watch this video: 
https://www.youtube.com/watch?v=qKViQSnW-UA 

 Degree of individualism or collectivism48. Western cultures are often associated with 

individualism, while Eastern cultures more identify with collectivism. Countries with 

culture that promotes individualism include the United States, Canada, Belgium and 

Denmark; while the countries with the least individualistic cultures are Colombia, 

Pakistan, Taiwan or Hong Kong. The expectations of trainees and their eagerness to 

participate in certain activity types can be affected by this dimension. 

 Affective or neutral cultures49: how readily emotion is expressed (not felt!). 

 Deal-focus or relationship-focus cultures50: whether task orientation or maintaining 

good relations and avoiding conflicts is of greatest importance. 

 Time perception: there is a difference between sequential/monochronic and 

synchronic/polychronic cultures51. In sequential cultures (Scandinavian, German and the 

English-speaking countries), time is viewed as a linear commodity that should be 

controlled. Clear time schedules are preferred and deadlines are to be adhered to. In 

synchronic cultures (e.g. Mediterranean countries) time is rather viewed as a constant 

flow. Different items may be dealt with at the same time, while deadlines tend to be much 

more flexible. This difference in approaching the completion of tasks can have a direct 

influence on an adult learners’ behaviour. 

Being aware of these aspects raises communicative skills and helps us to communicate more 
effectively with people from another culture. 
 
When making contact with people belonging to other cultures it is very helpful to be prepared 
for it. Here are some aspects that should be noted52: 
 

                                                        
47 Goman, C. K. (2011), “Communicating across cultures”. Available at: https://www.asme.org/engineering-
topics/articles/business-communication/communicating-across-cultures  
48 TIME (2016). Self Study Course for trainers of Intercultural Mediators. Module 4: Communication techniques. Available 
at: http://mediation-time.eu/images/TIME_O5_Trainer_Course_Module_4.pdf 
49 Goman, C. K. (2011), “Communicating across cultures”. Available at: https://www.asme.org/engineering-
topics/articles/business-communication/communicating-across-cultures 
50 Divina (2018). Training material. Module 4. 
51 Goman, C. K. (2011), “Communicating across cultures”. Available at: https://www.asme.org/engineering-
topics/articles/business-communication/communicating-across-cultures 
52 TIME (2016). Self Study Course for trainers of Intercultural Mediators. Module 4: Communication techniques. Available 
at: http://mediation-time.eu/images/TIME_O5_Trainer_Course_Module_4.pdf 
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https://www.asme.org/engineering-topics/articles/business-communication/communicating-across-cultures
https://www.asme.org/engineering-topics/articles/business-communication/communicating-across-cultures
https://www.asme.org/engineering-topics/articles/business-communication/communicating-across-cultures
https://www.asme.org/engineering-topics/articles/business-communication/communicating-across-cultures
https://www.asme.org/engineering-topics/articles/business-communication/communicating-across-cultures
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 Learn about the rules of showing emotions in public. Knowledge about appropriate facial 

expressions and hand gestures in other cultures can help you avoid misunderstandings or 

even offending others 

 Learn about the rules guiding behaviour during greetings 

 Determine the degree of physical contact, commitment and availability that is accepted in 

public 

 Take into account the culture-specific expectations regarding the use of touch, movement, 

eye-contact and time standards (e.g. arriving late) 

 Learn about personal clothing and accessories that are compatible with the cultural 

convention 

Cultural differences and understandings are often the cause of breakdowns in communication. 
You should always be aware of the fact that your view of people affects the way that you 
communicate with them. 
 
On a more practical level, when communicating with people with a different cultural 
background try to53: 
 Speak in a simple and clear way. Avoid using slang and idioms. 

 Listen even more carefully. If there is any doubt, ask for confirmation of understanding.  

 Be aware that accenting and intonation can cause meaning to vary significantly. 

 Respect the local communication formalities and styles. 

 Observe body language and try to understand how it differs across cultures. 

 Try to see your culture through the eyes of others. Try to read literature about your 

culture as presented by authors from different cultures in order to understand the 

projected views of your culture. 

Remember that we are all individuals. Awareness and understanding of cultural 
differences is very helpful in communication, however, you mustn’t resort to stereotypes, 
generalisations and prejudices!  
 
Always learn about the person you’re in interaction with. Don’t assume that your trainee from 
country is supposed to be more precise or open than another one! 

1.3 Other skills to support training 

1.3.1 Interpersonal skills  

A wide set of interpersonal skills affect one’s ability to communicate. Trainers who are able to 

get along with others on a personal level, to maintain a professional level of empathy towards 

their trainees achieve better mutual understanding. 

1.3.2 Friendliness 

As already mentioned in the section about paralinguistic nonverbal communication, through 

a friendly tone, a personal question, or simply a smile, you can encourage people to engage 

                                                        
53 Kudryavtseva, Elena, Intercultural Communication: Aspects and Principles (November 28, 2013). 
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in communication and cooperation. No matter with who (clients, colleagues, trainees, 

managers) or how (face-to-face, on the phone or via mail) you communicate; you always have 

to be nice and, even more importantly, polite.  

1.3.3 Empathy  

Being able to empathise helps communication, rapport-building and increases employees’ 

motivation and engagement. Try to understand and respect your trainees’ point of view. 

Especially in case of seasonal staff training, it’s useful to think about the quantity of things 

trainees have to learn in short time and about stress it causes.  

The following exercise will test your empathy and help you understand what it’s like to learn 

in adult age and in restricted time.  

 
 

Juggling Act54 

Imagine you all work for a company whose product is getting obsolete and for that reason it’s 

about to be closed.  To survive, you have to learn a new, marketable skill and you have to do it 

in two days. Let’s pretend that the new skill is juggling and that our manager tells you that if at 

least 75 per cent of the team can juggle by tomorrow evening, all of you will lose the job.   

Instructions: 

• Establish minimum criteria for performance that would constitute “being able” to juggle.  

• Provided participants with various objects to juggle and allowed them plenty of time to 

practice.  

• Encourage them to practice during various breaks during the day.   

Evaluation:  

At the end of the second day, take some time to analyse why some participants were able to 

juggle and others were not. Ask participants about their feelings, if they felt stressed, 

motivated, supported, discuss also peer-to-peer collaboration among them.  

 

Conclusion: 

The object of this exercise is a rich metaphor for helping participants to understand how it 

feels like to be a novice all over again—and perhaps to experience a portion of what the adult 

learners they train may feel.  

Looking back to this experience, ask participants what they do or could do to gain more 

empathy for their employees? What could you do differently? Spending some time thinking 

about this question is bound to help them become more effective in making the impact you 

want to make. 

 

                                                        
54 Freifeld, L. for Trainingmag.com (2018): Trainer Talk: Got Empathy? [online]. [Accessed on 01-09-2018] Source: 

https://trainingmag.com/content/trainer-talk-got-empathy/ 

 

TEST  
YOURSELF! 

https://trainingmag.com/content/trainer-talk-got-empathy/
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Postscript: 

The results of the original session hold by Bob Pike showed that some people became 

convinced they couldn’t juggle and quit trying altogether. Others quit because they viewed the 

exercise as “just a game”—not something they really risked losing their jobs over. Others were 

able to master the task of juggling, thanks to continued practice. 

Interestingly, even when these successful participants surpassed the minimum standards 

I had set, they did not stop to coach others who were struggling. Instead, they just kept 

practicing on their own. 

1.3.4 Respect 

Having empathy is a stepping stone to respecting people. Respect means the sense of 

partnership, participation, and equality.55 In this sense, although some positions in the 

organisation are more important according to the hierarchy, all roles are vital for functioning 

of the organisation.  

 

You can show your respect by remembering and using correctly the person's name, 

looking at a person and listening actively. Trainees/employees who feel respected and 

appreciated will be more engaged, open to learn and adopt organisation culture.   

Remember, people feel respect for people who respect them. 

 

Nevertheless, the communication and interpersonal skills listed above will help you become 

a more effective, patient and supportive trainer.  

 

“Both communication and interpersonal skills are important, but each is more effective with the 

other than alone. It doesn’t matter how nice you are (interpersonal) if the instructions you give 

cause confusion. On the other hand, it doesn’t matter how clear your instructions are 

(communication) if your team members think you are rude, cold, and cruel.”  

-  Sean McPheat 56 

1.3.5 Facilitating skills 

Facilitation is the act of making the process of training and learning easier. Training 

facilitators are often used in adult education to help learners identify their learning objectives 

and achieve them.  

The major difference between trainer and facilitator is that trainer must be a content 

expert, facilitator not.  Facilitator, on the other hand, is an expert in many forms of group 

                                                        
55 Turknett R., Turknett C. (2005): How to Lead with Character at Work and in Life: “Respect -- The Will To Understand” 
Part Two Heading in Decent People, Decent Company 
56 McPheat, S. (2008): Communication Skills vs. Interpersonal Skills at Mtdtraining.com [online]. [Accessed on 28-09-

2018] Source: https://www.mtdtraining.com/blog/communication-skills-vs-interpersonal-skills.htm 

 

https://www.mtdtraining.com/blog/communication-skills-vs-interpersonal-skills.htm
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process (including inter- and intra- group conflict resolution, strategic planning, team 

building).57 

 

In small and medium businesses, we can’t count with sufficient personnel resources to engage 

a facilitator together with trainer. To compensate that, trainers should have at least basic 

facilitating skill.  

 

In fact, trainers are learning facilitators when organising training, providing resources and 

supporting learners. This includes creating and managing stimulating learning environment 

and encouraging learners to take responsibility for their own learning process. Facilitators 

also support setting of learning objectives, learning process and assessment of learning 

outcomes. They support trainees in decision-making and problem-solving as well.  

 
After going through this manual, you should be able to take over the role of facilitator and 

guide trainees through the training successfully.  

1.3.6 Networking skills 

Trainers need networking skills to develop strategic partnership with counterparts from 

other departments – typically human resources, customer relationship management or 

marketing. Trainers should be aware of the bigger picture and make the training fit to the 

overall business strategy and meet the needs of the enterprise as a whole.  

1.3.7 Management skills 

Management skills are needed especially in the phase of implementation when the trainer has 

to manage trainees’ performance and related resources.  

Managing training: 

 Plan, organise and control. 

Since training is usually done for a group of trainees, basic team management skills are 

useful for trainers. Team management, in this case, starts with choosing the trainees and 

setting up the groups, planning the training, deciding who does what and when and 

communicating it. Besides, trainers manage the development of skills and should motivate 

trainees. The main objective of training management is ensuring that the learning objectives 

are achieved efficiently and successfully applied in practice. 

 
When training seasonal staff in hospitality sector, trainers will more likely achieve the 

objectives when being able to manage discipline. 

Discipline may be subtly different from basic feedback, because it doesn't always relate 

specifically to the employee's performance. Discipline management should help you when 

                                                        
57 Muir, G. What Is A Trainer? What Is A Facilitator? Guilamuir.com [online]. [Accessed on 01-09-2018] Source: 
https://www.guilamuir.com/what-is-a-trainer-what-is-a-facilitator/ 
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dealing with more serious issues such as problems with timekeeping or poor personal 

grooming.58 

As a trainer, you should keep a rather friendly relationship with trainees, but sometimes you 

can't let things go. Whenever you’re not sure whether you need to take action or not, try 

these rules of thumb.59 

 Does the issue affect the quality of the employee's deliverable to the client (internal or 

external)? 

o For example: A new receptionist regularly gets late to work, although she stays 

late to finish all tasks. However, the training hours then collide with the peak hour 

of check-outs and clients complain about being kept waiting.  

 Does the issue adversely impact the cohesiveness of the team? 

o A bartender trainee goes home right at the end of his shift and leaves the cleaning 

to the second day. The second day, he cleans everything before the start of the 

training session. However people are noticing that the bar is messy all morning 

before he arrives at work and it damages the overall image of the facility and the 

effort of other staff.  

 Does the issue unnecessarily undermine the interests of other individuals in the team? 

o The senior receptionist working on the same shift with a latecomer trainee is 

unhappy that she wastes her time waiting for the trainee not knowing when will 

turn up.  

If the answer to any of these questions is yes, then you need to arrange a time to speak to the 

employee in private. Take action especially if the problem is recurrent. Discipline issues 

rarely go away of their own accord, and they usually get worse, often causing considerable 

resentment amongst other team members. 

When you are facing a potential discipline issue, take time to gather information about the 

situation, decide what you're going to do, and then act.60  

Schedule a one-to-one meeting with the trainee, choose a quiet place and make enough time 

for the conversation. Avoid starting by dressing the person down. This would put a barrier 

to communication and make the trainee feel humiliated and less willing to cooperate on 

finding a solution. It’s a good idea to start by presenting the problem, give the trainee all 

information about the discipline issue you have and ask them to confirm if it’s true. Then ask 

why is it happing and let them explain without unnecessary interruptions.  

Very often you will find out that there is an external cause of the problem. For example the 

person keeps coming late for the shift starting at 8 because the only bus arrives at 8:10. When 

you understand the roots of the problem, try to find a solution to it together. It can be 

                                                        
58 Mindtools.com (2018): Team Management Skills [online]. [Accessed on 01-09-2018] Source: 
//www.mindtools.com/pages/article/newTMM_92.htm 
59 Mindtools.com (2018): Team Management Skills [online]. [Accessed on 01-09-2018] Source: 
//www.mindtools.com/pages/article/newTMM_92.htm 
60 Mindtools.com (2018): Team Management Skills [online]. [Accessed on 01-09-2018] Source: 
https://www.mindtools.com/pages/article/newTMM_92.htm 
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a rescheduled timetable or other change it the organisation of work. You should, however, 

explain to the person that their actions affect negatively their training, performance as well 

as their colleagues and clients.  

In most cases, this resolves the problem and you don’t need to talk about sanctions or notice.  

If you are concerned about your relationship with the trainee, ask their manager, supervisor 

or the owner to step in and help you resolve the issue. Before doing so, make sure that the 

manager has all the information about the problem and that you agree on the solution.  

You can test, practice and improve your training skills on dedicated Learning Portal for on-

the-job trainers in tourism developed within a European project TTRAIN. See the TTRAIN 

training course on Social and communication skills, Training skills, Adaptability and 

Problem solving and Organization and Continuous learning under this link: 

http://trainingfortourism.eu/web-portal/ 

  

http://cesie.org/project/ttrain/
http://trainingfortourism.eu/web-portal/
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1.3.8 Motivational skills 

Motivational and engagement skills of trainers in work based learning context  
Motives can be considered as the force that drives a person to fulfil a task and can be classified 
among others as intrinsic and extrinsic61.  
 
When the employee is motivated towards training by factors related to the job (financial 
rewards, promotion) the motivation is extrinsic. But if he/she is motivated by the job 
(ability to face challenges, good feeling because they feel that they are getting better in their 
job) the motivation is intrinsic. It is important for the in-house trainers to keep in mind that 
motives are personalized62.  
 
People have different drives, interests and values and consequently their motivators towards 
training also differ. It is also important for the in-house trainer to know that intrinsically 
motivated employees require less supervision and support from those that are 
extrinsically motivated63. The former might be important for their job and solve complex 
problems while the latter might just try to avoid negative consequences and tend to do the 
minimum of tasks required in order to maintain their job and receive their salaries.  
 
Intrinsic motivators may have longer-term effect on the employees’ attitudes than 
extrinsic motivators. In training contexts intrinsic motivation can be increased by factors 
such as: challenge, curiosity, control, cooperation, completion and recognition64, while 
extrinsic motivation can be increased by rewards. 
 
In-house trainers should define what motivates their trainees and provide the appropriate 
training practices in order to motivate them towards their participation in the training 
process. If you can stimulate the intrinsic motivation of your trainees – where they are 
rewarded by the learning itself or training becomes for them an internal goal – you have 
succeeded.  
 
When learners can see that what they are learning makes sense and it is important, they 
become motivated65. In order to do this you have to create experiences that will get your 
trainees motivated and engaged.  
 
Some useful motivational conditions that could develop intrinsic motivation among all 
participants in a work based learning process are66:  
 

 Establish inclusion: creating a learning atmosphere in which trainers and trainees 

feel respected by and connected to one another  

 Developing attitude: creating a favorable disposition towards the learning experience 

through personal relevance and choice  

                                                        
61 Ryan, M., Deci, L. (2000). Intrinsic and extrinsic motivations: Classic definitions and new Directions. Contemporary 
Educational Psychology, 25, 54-67. 
62 Patalainen, E., Virtaniemi, N. (2015). Sales training and motivation. Case: sales training at LahiTapiola. [online]. 
[Accessed on 15-10-2018] Source: http://www.theseus.fi/handle/10024/101939 
63 ibid 
64 ibid 
65 Wlodkowski, R. (nd). Fostering Motivation in Professional Development Programs. [online]. [Accessed on 15-10-2018] 
Source: https://elearningindustry.com/17-tips-to-motivate-adult-learners 
66 ibid 
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 Enhancing meaning: creating, challenging experiences that include learners 

perspectives and values  

 Engendering competence: creating an understanding that learners are effective in 

learning something they value  

Some further tips to motivate and engage your trainees are listed below: 
 

 Contextualize the training67: if the employees do not realize the ultimate goal of 

their training they are less likely to be engaged. Show them how vital their efforts 

are to achieving organizational goals.  Give emphasis to the benefits both for the 

company and themselves.  

 Equalize the organization’s philosophy to that of training68: it would be 

a paradox if you try to convince you employees to participate in a training session 

while your company’s philosophy and culture adopts a different orientation to 

education and training, in general. It is essential for your employees to realize that 

training is a vital part not only of the company’s organization but also their 

professional performance as well. 

 Keep the training process interesting69: add videos, record a podcast, build 

a learning game, give a variety of opportunities to your trainees to interact with 

you, keep the training programme interesting and fresh.  

 Make the training relevant for the individual70: it is annoying for employees to 

gain knowledge through training on subjects that they will not use in their job after 

all. Divide the training programme according to the individual tasks in order to 

reassure that the content will be relevant to the employee’s actual job.  

 Identify employee strengths71:  create personalized learning pathways for every 

employee, by this way you can work on their strengths and develop them in a way 

that maximizes employees. If you get knowing them better you can incorporate in 

the training elements of their interest drawing in this way their attention and 

gaining their commitment. Hence, by knowing areas of interest makes it easier for 

you to achieve their engagement during the training process. 

 Emphasize the long term career prospects72: during training most of employees 

may think that there should be benefits not only for the organization but also for 

themselves. Which would these be? The alignment of training with performance 

management. In particular, if you combine each training activity with their career 

prospects, this will give them another good reason to be engaged.   

 Recognize their expertise73: convince them that training is not a complete waste 

of time. On the contrary, highlight their expertise in different topics by promoting 

                                                        
67 Growth Engineering Ltd. Motivate Your Employees In Their Training [online]. [Accessed on 15-10-2018] Source: 
http://www.growthengineering.co.uk/motivate-employees-training 
68 ibid 
69 ibid 
70 ibid 
71 ibid 
72 ibid 
73 ibid 
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their participation in training so as to have the opportunity to share their 

knowledge with the rest of the team.  

 Think bottom up instead of top down74:   try to enrich the curriculum with 

elements from your employees‘ lives. In other words, get to know a little bit about 

your employees outside of work. Listen to them and figure out what challenges 

they enjoy or topics they relish. If you manage to combine training by learning 

things on their interests then it is more likely for you to have a much more engaged 

audience. 

 Encourage failing forward75: support your employees to remove any sense of 

failure during learning. To achieve this, you should point out that the primary goal 

of the training is their personal development. Quoting correct or wrong answers 

does not reflect their knowledge, skills or performance. Instead, participating in 

the process of finding solutions and answers, ask questions, share ideas is the one 

that may lead them in obtaining the greatest benefits – meaning their growth. 

 Ask how they are and mean it76: in-house trainers should be able to build 

a relationship of trust with the employees. This is of high importance because it 

provides trainers with the opportunity to deal with the real issues that the 

employees are struggling with. Trust is the factor that motivates people to open 

themselves to each other and ask for help when it is needed. Therefore, next time 

you will ask the employees "How are you?" be sure that you are a step closer in 

building trust  

 Promote collaboration77: It is important to promote the interaction and 

collaboration among employees. By giving them the possibility to join together in 

common events during the training process, they will develop a sense of 

exchanging ideas and information regarding what has been learned. It is one of the 

most common ways for you to realize what they have learned and for them to 

deeply understand it by being able to explain/teach it to someone else.   

 Schedule a peer-to-peer discussion for new employees78: Peer learning is 

a smart method that provides new employees with self-confidence about their new 

job and its tasks. Researches have shown that learning by peers makes it easier for 

the trainees to realize that they could really benefit from the training since they 

have a “live” example in front of their eyes on how this can be achieved. Peers 

function as inspiration and role models by having a similar background with the 

new employees. So it is easier for the latter ones to foresee how they could develop 

professionally after a year of being in this job.  

                                                        
74 Miller, J. (2017). What 25 Years of Teaching Taught Me About Employee Motivation at www.inc.com [online]. 
[Accessed on 15-10-2018] Source: https://www.inc.com/jeff-miller/what-25-years-of-teaching-taught-me-about-employee-
motivation.html 
75 ibid 
76 ibid 
77 Quinn Saize, J. (2017). 5 Ways To Encourage Learning in the Workplace at Kubical Blog [online]. [Accessed on 15-10-
2018] Source: http://blog.kubicle.com/5-ways-to-encourage-learning-in-the-workplace 
78 Meyer, S. (2017). How to motivate employees to invest in workplace learning at Rapid Learning Institute [online]. 
[Accessed on 15-10-2018] Source: https://rapidlearninginstitute.com/blog/motivate-employees-workplace-learning/ 

http://www.inc.com/
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  Ask peers to assist struggling learners79: People may accept easier the advice of 

someone that is equal to them (in a sense that he/she has the same background 

and status with them) or even to feel more comfortable to express their problems. 

Therefore, having experienced peers advise new trainees that face problems 

during the acquisition of skills would be really valuable. Peers have the ability to 

inspire by promoting themselves as an example that everything is possible. 

 Get peer validation for any difficult topic80. In line with the abovementioned 

tips, experienced peers could resolve challenging issues that new employees may 

face. The promotion of their experience could be considered as a valuable 

“possession” resulted by their insistence and hard work during the training 

process. This could be a motivator by itself and a lesson to the new employees that 

they should never give up.  

 Use the social media81. Social media are a powerful tool that combines 

collaboration, learning and fun. It is also a simple way to enhance interaction, 

exchange ideas and unite people. So, by including social media in the training 

process you could exploit in the best way their advantages. 

 
  
 
 
 
 
 
  

                                                        
79 ibid 
80 ibid 
81 Pappers, C. (2013). 17 Tips To Motivate Adult Learners at eLearning Industry [online]. [Accessed on 15-10-2018] 
Source: https://elearningindustry.com/17-tips-to-motivate-adult-learners 
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2 Understanding how people learn 

To understand how people learn is a fundamental stepping stone to transfer knowledge and 

facilitate learning. Trainers must be aware of the difference between school-based and 

work-based learning and between teaching children (pedagogy) and adults (andragogy).   

 

Learning is basically a process of change. Change of behaviours, thoughts and feelings from 

present state to the desired state (defined as learning objectives). Learning also means 

keeping up with changes and adapting to changes.  This is particularly important for seasonal 

workers who may face considerably different circumstances from one season to another.  

2.1 Domains of learning 

Efficient learning activities should always promote three domains82: 

• Cognitive domain refers to knowledge 

• Affective domain refers to attitudes and beliefs 

• Behavioural domain refers to practical application 

 

Learning techniques targeting the three 

domains83 

 Cognitive: lectures, brainstorms, 

discussion, presentation 

 Affective: values clarification exercises, 

nominal group process, consensus-seeking 

activities, case studies 

 Behavioural: role playing, simulations, 

demonstration-observation-application  

2.2 Learning styles  

Three basic learning styles are: 

 Visual 

 Auditory 

 Kinesthetic 

 

Visual learning 

 by looking, seeing, viewing, watching or 

observing 

 

                                                        
82 National Highway Institute (2018): Principles of Adult Learning & Instructional Systems Design. NHI Instructor 
Development Course. [online]. [Accessed on 01-09-2018] Source: 
https://www.nhi.fhwa.dot.gov/downloads/freebies/172/PR%20Pre-course%20Reading%20Assignment.pdf 
83 National Highway Institute (2018): Principles of Adult Learning & Instructional Systems Design. NHI Instructor 
Development Course. [online]. [Accessed on 01-09-2018] Source: 
https://www.nhi.fhwa.dot.gov/downloads/freebies/172/PR%20Pre-course%20Reading%20Assignment.pdf 

Fig 6: Learning styles 
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Means of visual learning  

 Video watching 

 Writing and drawing on flip charts 

 Reading (from slides, transparencies, printed material etc.) 

 Practical demonstrations 

Auditory learning  

 by listening, hearing and speaking 

 

Means of auditory learning 

 Lectures 

 Group discussions 

 Informal conversations 

 Stories and examples 

 Brainstorms 

 

Kinesthetic learning  

 By experience, movement, execution or touching  

 

Means of kinesthetic learning 

 Role plays 

 Simulation 

 Practice demonstrations  

 Writing 

 Other practical activities    

 

We only remember 10% of what we read. 

We only remember 20% of what we hear. 

We only remember 30% of what we see. 

We only remember 50% of what we see and hear. 

We remember 70% of what we discuss. 

We remember 80% of what we experience.84 

 

People retain approximately 10 per cent of what they see (visual), 30 – 40 per cent of what they 

see and hear (combination of visual and auditory) and 90 per cent of what they see, hear and do 

(visual, auditory and kinaesthetic).85  

                                                        
84 Chi, M. T. H., Bassok, M., Lewis, M. W., Reimann, P. and Glaser, R. (1989): Self-explanations: How students study 
and use examples in learning to solve problems. Cognitive Science, 13, p. 145-182.  

DID YOU 
KNOW? 
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2.3 Characteristics of adult learning 

Below, you can find the main characteristics that distinguish adult learners86.  
 
Pre-existing knowledge  

 Adult learners bring experience and self-awareness to learning.  

 Adult learning utilises pre-existing knowledge and life/work experience.  

 A range of prior knowledge, skills, beliefs and concepts significantly influences what 

people notice about the environment and how they organise and interpret it. This 

affects their abilities to remember new information and acquire new knowledge.  

 Trainer should encourage learners to reflect on their prior asset and connect it with 

current learning.  

 If learner’s initial ideas and beliefs are ignored, the understanding that they develop 

can be very different from what the trainer intends. 

 

Responsibility and autonomy 

 Adult learners are in charge of their own lives, decisions as well as learning.  To keep 

them motivated and engaged, they must be treated as capable of taking responsibility 

for their own learning process. 

 Therefore, they must be empowered to do so.  

 Adults need to be offered opportunities to reflect on new learning to internalise and 

retain as much information. 

 This can be supported by asking adult learners to do self-assessment of their 

progress.  

Goal-oriented learning 

 Adults need to be convinced that what they are learning can connect the desired 

learning outcomes to their own goals and progress. 

 Goal-oriented approach stimulates adult learners’ motivation and engagement.  

 Therefore the activities should directly contribute to achieving their learning 

objectives. 

 Goal-oriented, task-oriented or problem-oriented learning the best approach in 

adult work-based learning. 

 

Practice-oriented learning 

 Adults are motivated to learn if they know why they learn and see practical impact of 

learning.  

 So, learning should be strongly connected to real-life situations.  

 And earning outcomes must be strongly linked to positive benefits for their work and 

live.  

                                                                                                                                                                                        
85 National Highway Institute (2018): Principles of Adult Learning & Instructional Systems Design. NHI Instructor 
Development Course. [online]. [Accessed on 01-09-2018] Source: 
https://www.nhi.fhwa.dot.gov/downloads/freebies/172/PR%20Pre-course%20Reading%20Assignment.pdf 
86 Bransford, J. D., Brown, A. L., Rodney, R. C. (2000): How People Learn: Brain, Mind, Experience, and School. 
National Academy Press. Washington, D.C. ISBN 0-309-07036-8 
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 Prefer development of usable knowledge instead of memorising a list of disconnected 

facts. 

 Emphasis understanding rather than memorising 

 

Collaborative learning 

 Adults usually don’t accept well authoritative directions when it comes to learning. 

 For that reason, collaborative approach is a better choice.  

 Adult learning is enhanced in collaborative environment and by relationship with co-

learners and trainers. 
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SeasonREADY Partners  

 
Institute for Tourism  
(Croatia, coordinator) 

            www.iztzg.hr 
 

 
         Chamber of Trades and Crafts  

(Croatia) 
         www.hok.hr 
 

 
Olympic training & consulting Ltd  
(Greece) 

           www.olympiakokek.gr 
 

 
Peloponnese Tourism Organization 
(Greece) 

            www.topel.gr 
 

 
CESIE  
(Italy) 

                 www.cesie.org 
 
 

Confesercenti Provinciale di Palermo 
(Italy) 

         www.confesercentipalermo.it 
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