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It’s time to prepare... grab a drink and spend some time making some notes before
your team member’s ELMA. To help us smash our business performance and
profitability, ELMA focuses on 3 things:

What | do... Our purpose

Everything we do should help contribute towards our purpose:

Making people feel at ease... through our real hospitality delivered in a socially responsible way by friendly faces in our
outstanding properties in great locations.

Tell us how your team member got on below:

I've lost I'm getting I'mon I'm ahead
my way there track of the game

Making people
feel at ease

| always go the extra mile for our guests,
teams and colleagues

& ] @]

Outstanding | take care of where | work and pick up on small @ _ X _ I:‘
properties details to help deliver brilliant standards L
Socially | am confident about what | am doing and @ _ i X I:‘
responsible always do the right thing —
Friendly | love coming to work and am always warm, @ _ _ _
faces friendly and authentic L |

How | do it... Our principles

The Daniel Thwaites principles are at the heart of how we do things at work.

*  We deliver this service consistently, with love and passion.

An Eye for Quality

*  We endeavour to be the best by providing first class .
products and services, outshining the competition
with meticulous attention to detail. .

*  We maintain high standards, always challenging .
ourselves to be better.

Innovation

We endeavour to stand out from the rest and

inspire creativity.

We do this by staying ahead of trends, being adventurous,
trying new things and not being afraid to make mistakes.

We celebrate individuality, entrepreneurial spirit and
brave thinking, helping us develop and move forward.

Craftsmanship

+  We deliver this by taking pride in our work,
growing our talent and respecting our heritage. .

+  Our eye for detail and tenacity helps drive
excellence and build trust in our brand. .

*  We endeavour to bring skill and expertise to .
everything we do and we will not compromise.

Warm Hospitality

We endeavour to provide the warmest of welcomes
and exceptional customer service, going the extra
mile to create a unique experience.

We do this by appreciating every customer is different,
anticipating needs and exceeding expectations.

Our serviceis honest and genuine, packed
full of personality and delivered with a smile.
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How well does your team member bring these principles to life? Can you provide an example?

Aaron demonstrates warm hospitality really well. A recent example was when he greeted a family recently
had travelled far and been stuck in traffic on the way to the property. He was great with the parents, taking
bags, offering coffee and making a dinner reservation. He also offered the children a kids activity pack to k
them entertained.

who
their
bep

Their previous goals

How has your team member got on with their previous goals?
If you've forgotten the goals...have a look at their previous ELMA (If applicable).

Put a quick reminder of their I've lost I'm getting I'mon I'm ahead
previous goals here my way there track of the game
First ELMA for Aaron so no previous
objectives set. @
Goal 1
N N E R
Goal 2 @
N R A K N
Goal 3 @
N N R
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Before the ELMA discussion, think about the following questions:
+  What has gone well?
+  What hasn't gone well/what was the key learning?

*  What help does your team member need?

A good few months. Aaron has had a number of mentions on great customer reviews and
is known for his friendly welcome.

Key learning was the need for attention to detail when following function sheets, thig was
noticed at a recent wedding where the wrong coloured bows were used on the backs of

the chairs, a small detail to important to our guests, but Aaron has learn from this and
always checks function sheets now.

Help & support; additional training on reception and reservations so Aaron feels
comfortable taking bookings over the phone and answering guest questions about
services available at the hotel.

Thinking about everything you've prepared...

How do you think your team member has got on overall? Think about what they do, how they do it and their goals.
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I've lost my way I'm getting there I'm on track I’'m ahead of the game
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Its time for the ELMA! Have a great conversation with your team member.

Listen to each others views and make a note of any key points below! Don't forget to add both of your signatures

at the end of the form and agree the next ELMA datel

What they do...

How well has your team member got on with ‘what | do’?
What can they do to improve in the future?

How they do it...

How well has your team member brought our principles to
life (how | do It)? What could they do improve in the future?

Good discussion, talked through examples
bringing the purpose to life. Aaron marked
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discussion it was agreed it would be a focu

for the next ELMA to improve in this area.

Good examples discussed about

sgustomers and feedpacknstrengs
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next ELMA is an eye for quality.
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Their previous goals

How has your team member got on with their previous goals? (If applicable).

Goal 1

Aarons first ELMA so no goals to review yet.

Goal 2

Goal 3

Thinking about everything you have discussed...

How do you think your team member has got on overall? Think about what they do, how they do it and their goals.

[-]

I'm getting there

® O

I've lost my way

_

I'm on track

e [

I'm ahead of the game



Build knowledge by Sep 2021
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restaurant
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dates, times, equipment, write
SOP and communicating with
key people

Focus on improving Aug 2021
attention to detail,
minimising errors from
function sheets

Reception training to increase confidence in answering guest
guestions, by shadowing Catia fe8hifts. By Sept 2021.

Evie A Roberts 5% July 2021

Aaron Johnson 3d October 2021




