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Development of a Training Program for Hotel Banquet
Service Employees

Young-Joon Choi'
Dept. of Hotel Management, Tongmyong University

Abstract

This study systematically analyzes job descriptions of hotel banquet service employees using DACUM. The
expert group involved in the content analysis was comprised of 6 F&B managers working at deluxe level
hotels. The period for this study was from May to June in 2010, and a group interview, an individual self
fill-out together with a personal interview were carried out. Findings from the analysis were as follows; job
duties for hotel banquet service employees extended to pre-task, on-task and post-task for each banquet
function, safety management, guest encounter and self development. They included 49 specific job tasks
which were divided into 5 different categories; 16 pre-task, 13 on-task, 10 post-task, 4 safety management
and 6 guest encounter and self development. It is suggested from the findings that advance training should
be carried out for pre, on and post tasks.

Key words: hotel, banquet, service employees, job analysis, training program
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{Table 1> Task Performance for Each Job Category

Task Performance
A4 A-6
A-3 T - . A-7
A-l A2 . . maintaining discussing .
i_ confirming  confirming ;ﬁigar;e.etlﬁig environment coﬁﬁrmin serving ﬁ(gﬁgggng
gask banquet event guests' special staff inlgn 2 in and out of menu 2 procedure heating and
order request h banquet with kitchen cooling
charge rooms staff e
A-11
A-10 .
A9 . confirming A-14
A-8 - confirming A-12 A-13 Lo
confirming ggghr;maiggd visual and le)anguet‘ t setting the  preparing for sggg a:inélg for
sound system _onne computer quipment tables coffee break P
signage : and locating
equipment equipment
A-15 A-16
reviewing confirming
event grooming
procedure standard
B-2 B-3 B-5
B B-1 - g, B4 . B-6
: proceeding  guiding . proceeding : B-7
on- greeting . seating the . > serving .
task guests with guests o the st with opening beverage serving food
reception tables ceremony
B-8 B-10 B-13
i B-9 L B-11 B-12 s
Is)eex;velggg e serving fggﬁng after coffee break proceeding %ﬁeﬁs‘ig
rofill dessert beverage service with event emony
C-3
C-2 checking on C-6
C C-1 . . C-4 . C-7
exchanging  brought-in - C-5 removing .
I;;’:lt{' tga‘;zitrsell feedback with stuff by fg;czn%ogg d issuing bill  fixtures for ?)I;nagfgtlggoo ds
organizers organizers the event
and return
c8 (O C-10
arranging arranging g
banquet other mﬁ??taggg
equipment equipment on
D-1 D-2 D3 D4
D being aware being aware bein are being aware
safety of safe of safe of ﬁgreaw of safe
management  installing equipment edure equipment
procedure handling proc transporting
E E-1 E-4
. E-2 E-3 . E-5 E-6
guest learning guest . : learning and . :
encounter  contact point handtléng lfeammg understanding gﬁ?iﬁd fsaé\r;:ng
and self  service and  S°%° i 1<>re1gn foreign & i X i
development encounter complaints anguage culture recreation sommelier

reference: rewritten by the author.
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{Table 2> Importance, Degree of Difficulty, Performance Frequency for Each Task Performance

Importance  Difficulty  Frequency
A B CABCAB C
A-1 confirming banquet event order 0 0 0
A-2 confirming guests' special request 0 0 0
A-3 staff meeting and assigning staff in charge 0 0 0
A-4 maintaining environment in and out of banquet rooms 0 0 0
A-5 confirming menu
A-6 discussing a serving procedure with kitchen staff
A-7 confirming lighting, heating and cooling 0
A A-8 confirming a sound system
g:;; A-9 confirming a banner and signage 0
A-10 confirming visual and computer equipment
A-11 confirming banquet equipment and locating equipment
A-12 setting tables
A-13 preparing for coffee break
A-14 preparing for reception
A-15 reviewing an event procedure
A-16 confirming grooming standard
B-1 greeting guests
B-2 proceeding with reception
B-3 guiding guests to a table
B-4 seating the guests
B-5 proceeding with an opening ceremony 0
B B-6 serving beverage
on- B-7 serving food
task B-8 serving beverage refill
B-9 serving dessert
B-10 serving after meal beverage
B-11 coffee break service
B-12 proceeding with events
B-13 proceeding with a closing ceremony
C-1 guests farewell
C-2 exchanging feedback with organizers
C-3 checking on brought-in stuff by organizers and return
C-4 checking on lost & found
€ TC-5 issuing a bil
ptgék C-6 removing fixtures for an event
C-7 arranging banquet goods
C-8 arranging banquet equipment
C-9 arranging other equipment
C-10 banquet hall maintenance
D-1 being aware of a safe installing procedure
sa]f)ety D2 be%ng aware of safe equipment handling
management D-3 bemg aware of a fire pr.ocedure _
D-4 being aware of safe equipment transporting
E-1 learning guest contact point service and encounter
E E-2 handling guests complaints
engglelztter E-3 leaming a foreign language
and self E-4 learning and 'understandmg foreign culture 0
development __E-3_learning magic and recreation 0
E-6 learning about sommelier jobs 0

A=high, B=medium, C=low

Task Performance
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{Table 3> General knowledge, skills, workers' attitude, employing equipment utilized by hotel banquet

employees
category content
reception, cocktail party, dance party, press conference, coffee break, tea party, buffet, international
meeting, Gala dinner, family party, outside catering, fashion show, exhibition, table arrangement,
general  equipment handling, equipment treatment, lighting equipment, sound system and equipment, heating and

knowledge cooling, banquet hall arrangement, traffic flow, fire prevention, menu knowledge, beverage knowledge,
understanding guests, communication skill, networking with others, tactfulness, table manner, international

manner, foreign language ability

skills service skills, guest encounter, handling guest complaints, catering service, VIP handling

internal service mind, friendliness to guests, responsible manner, professionalism, perseverance, initiative,

workers' . . . . - .

attitude considerate manner, timely judgement, continuous self development and training, desire to develop new
products, extrinsic attitude and behavior

banquet hall signage and sign board, platform, steps, podium, dance floor, red carpet, folding screen and

portable partition, roll band partition, station, dessert bar, service trolly, outdoor tent & chair and table,

different types of tables, different types of chairs, table linens, chair cart, food utensils, glasses, numbering

employing stand, porcelain, butter bowl, water pitcher, different types of audio visual equipment(VIR, DVD, audio,

equipment CCTV, OHP, Slide projector, LCP, portable screen, realtime translating equipment, beam projectors, etc),

spot light and other light equipment, equalizer, audio source, mixing board, microphone, amplifier, speaker,
microphope for meeting, memo pad, personal name tag and other stationary, national flags, fog creating
machine, carving stand, karaoke machine, form creating machine, rotary box, menu card, guest sign book,

laser pointer
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