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Aaron demonstrates warm hospitality really well. A recent example was when he greeted a family recently who 
had travelled far and been stuck in traffic on the way to the property. He was great with the parents, taking their 
bags, offering coffee and making a dinner reservation. He also offered the children a kids activity pack to keep 
them entertained. 
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First ELMA for Aaron so no previous 
objectives set. 



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, this 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.
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Good discussion, talked through examples of 
bringing the purpose to life. Aaron marked 
outstanding properties as ‘I'm on track’ and I 
marked it as ‘I’m getting there’ upon 
discussion it was agreed it would be a focus 
for the next ELMA to improve in this area. 

Good examples discussed about 
customers and feedback, strength 
is warm hospitality, focus area for 
next ELMA is an eye for quality. 

Aarons first ELMA so no goals to review yet. 



Build knowledge by 
learning two new SOP’s for 
restaurant 

Organise ‘Cinema Club’ including 
dates, times, equipment, write 
SOP and communicating with 
key people

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

Sep 2021

Aug 2021

Aug 2021

Reception training to increase confidence in answering guest 
questions, by shadowing Catia for 2-3 shifts. By Sept 2021. 
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