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Preface:

Throughout this program, we’re going to challenge you to push outside your comfort zone – to not just engage in the material, but reflect on it.  

One key point as we move forward:  Adults learn differently than children. As we grow from children to adults the way we learn, absorb and retain information shifts. Some of the major differences are: 

1. Adults have a wealth of experience to draw on, and like to do so.  We’re not “blank slates”, everything is viewed through our own experiences.  

2. Adults aren’t used to taking direction like children are. Children learn because they are told to learn things will do so without (mostly) questioning why. Adults have to know the reason why - so we can connect the desired learning outcomes to our own goals and progress.

3. Adults need specific opportunities to self-reflect and internalize their learning. Children are more social in classroom settings than adults and talk to each other about their experience. As adults we need to be offered these opportunities to reflect on new learning and take the time to think it through – and internalize and retain information.

4. Adults are (often) afraid to fail. Children don’t have the same social filters and are more willing to experiment. Adult learning needs to be scaffolded (built on in small pieces) or we risk losing our intrinsic motivation and focus.


Ever hear the phrase “Constructive Criticism?” How does it make you feel? Some people say they like criticism – it makes them better. Deep down though, we all know that we all hate criticism. Humans like to think we know everything and everything we do is great. It’s part of being human.  Yet, we all know there are things each of us can do better.

Criticism is always negative, and while we may accept it, when we get it, we put up a wall and it takes time and energy for the message to filter in.

So let’s use the word “feedback” instead.  Feedback can be positive or it can be negative.  There’s no judgment in feedback.  And our walls come down faster with feedback.

One good way to use feedback is through the sandwich method.
Positive.  Point out something the person is doing well
Constructive: point out something they could be doing better (Note: not what they are doing wrong)
Positive: close out with a positive

As you move forward with this class, think of how you learn and how you can engage with intention!
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Work with your partner at your table and write down as many words as you can think of that are hospitality related.  
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Hospitality is a feeling.  A feeling of welcoming people.  There’s a quote attributed to quite a few people including Maya Angelou that says “I’ve learned that people will forget what you said, people will forget what you did, but people will never forget how you made them feel. “  That’s what hospitality is all about - making people feel warm and welcomed.  


When people come to a hotel, restaurant, coffee shop, car rental shop, they are buying more than products or services. They buy good feelings and solutions to problems. Most customer needs are emotional rather than logical. The more you know your customers, the better you become at anticipating their needs. [image: Passengers at Airport Check-in Desk]

Hospitality is making guests feel important and appreciated.  How do you feel when someone calls you by your name?  Treat them as individuals. Always use their name and find ways to compliment them, but be sincere. People value sincerity – and it shows in your body language too! It creates good feeling and trust. Thank them every time you get a chance.

Hospitality is a noun
1. the friendly and generous reception and entertainment of guests, visitors, or strangers.
	synonyms:
	friendliness, hospitableness, warm reception, welcome, helpfulness, neighborliness, warmth, kindness, congeniality, geniality, cordiality, courtesy, amenability, generosity, entertainment, catering, food
"We found nothing but hospitality among the local inhabitants"



Hospitality is an adjective
1. relating to or denoting the business of housing or entertaining visitors. "the hospitality industry"


So now, what do you think hospitality is?  
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How are you? ______________________________________________________
[bookmark: _Toc507666729]
[image: MCj01875370000[1]]More First Impressions

You only get one chance to make a first impression. Although appearance is usually the first thing noticed, there are other factors that form the first impression. What are these factors? List as many as you can, both the positive and negative. 

	What leads to a 
Positive First Impression?
	What leads to a 
Negative First Impression?
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Attitude Assessment (Pre-Test)

(Directions: Mark where you feel you rate on the scales below: e.g., 1 .)

1. Do you smile?

Easily |_______|_______|_______|_______| Rarely


2. Would you change your ideas, dress, or behavior when appropriate?

Willingly |_______|_______|_______|_______| Unwillingly


3. See other people’s point of view:

Often |_______|_______|_______|_______| Rarely


4. Complain

Almost never |_______|_______|_______|_______| About everything


5. Do I accept responsibility?

Accept responsibility |_______|_______|_______|_______| Blame others


6. How often do I criticize others?

Seldom criticize others 	|_______|_______|_______|_______| Very critical of others

7. When talking with another person, I look him/her in the eye:

Usually |_______|_______|_______|_______| Almost never


8. I have a variety of interests:

Yes, lots of interests |_______|_______|_______|_______| Few, often bored




[bookmark: _Toc376504931][bookmark: _Toc507666731]Role-Play: Letter Tray Spill
(Negative, then Positive Attitude)

Challenge:	Gina and Dan are working in the mail-room of a large company. Every day hundreds of letters and packages are delivered to this room. They have to be sorted and put into trays to go to different offices. It can take almost an hour to put the letters of one mail tray into the correct order.

Negative attitude:
Gina:	Watch out! You’re going to knock over that tray!
Dan:	Oops. (crash) Hey, what stupid fool put that tray there so I’d bump into it?
Gina:	Are you OK?
Dan:	If they didn’t leave stuff lying around, this wouldn’t happen. It’s their own fault. 
Gina:	Do you need a hand putting those letters back?
Dan:	No, forget it. It’s almost the end of my shift. Let someone else do it. 

Now positive attitude:
Gina:	Watch out! You’re going to knock over that tray!
Dan:	Oops. (crash) Oh, shoot. What a mess!
Gina:	Are you OK?	
Dan:	I’m in a lot better shape than that letter tray. At least some of the piles stayed in order. 
Gina:	Do you need a hand putting those letters back?
Dan	That would be great. Help me lift these off the floor and keep them in order. And then let’s move this stool so no one else puts down a tray here. That was spectacular, but once is enough!

What does this role play show us about attitude? 

When we reflect, we can often see that our attitudes come from a variety of sources. Attitudes can break up into three parts: beliefs, feelings and habits. The outside world doesn’t see beliefs for feelings, they only see habits. Yet, to change our attitude we have to change more than just the outer layer, we have to examine our beliefs and feelings. 
Let’s look at spiders. 
· If you believe spiders are evil, you feel angry when you see them and your habit is to smash them. 
· If you believe spiders are wonderful, you feel joy when you see them and your habit is to put them outside so they can eat mosquitos there.  

To change our attitude, we have to think about how we got it. Was it your grandmother that told you spiders are bad? Did you read a book or see a scary movie about spiders? Think it through and see where your attitude came from. Then you can decide it you should change it, or keep it!  


[bookmark: _Toc507666732]Attitude
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Your attitude is the first thing people see.










90% is YOU!!!
[image: ]

The other 10% is outside events
[image: ]
10% Events






90% You!






Who controls you?
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In this exercise, a person gets into trouble. On the left are things they might say that show a negative attitude. On the right are statements that show a positive attitude.

For example:
	I was late again. I’ll never get that right.
	Late again, but that’s the last time. At least now I’ve learned all the things to avoid doing in the morning.



Connect each negative statement on the left to a positive statement on the right that would be a better response.	

	Negative Attitude
	
	Positive Attitude

	He yelled at me again.
	
	I need to remember to ask if they can change pen suppliers. 

	Why do I always get the bad jobs? Do this, do that!
	
	I’m gonna keep saving and when I finally get a good car, it sure will seem wonderful compared to what I have now. 


	My boss has favorites – she’s always working with John.
.
	
	I will use this job to climb up to the next one. From here things can only get better.

	My co-workers are idiots – they can’t get anything right.
	
	Great - coffee's empty - I can make a new pot just the way I like it!

	This is the worst place I’ve ever had to work.
	
	At least I know that I’m doing this. Maybe someday I’ll be “discovered” for my talent

	Why am I always the only one who makes the coffee?
	
	Great opportunity here to establish teamwork and leadership – get everyone working together!


	No one cares if I do this or not!
	
	Wow, breezed through work - now I can tackle cleaning out that closet that's been on the list for forever


	They buy the worst pens - they never work!
	
	The boss sure knows who I am. He can yell my name perfectly every time. I suppose if I stop being late, he’ll forget my name!


	I am so bored – nothing to do! I can't wait until my shift ends at 3 - only 7 more hours to go…
	
	Maybe the boss shows more attention to John because he needs it – I’m more independent and don’t need watching over. 


	I’ll never be able to afford a decent car.
	
	If I show how good I am at the bad jobs, they’ll see I can be good at anything and move me on up!



[bookmark: _Toc376504935][bookmark: _Toc507666734]When Attitudes Collide

We know that attitudes are contagious. When we are around someone with a positive attitude, we tend to feel more positive. Around someone with a negative attitude, we feel depressed and down. Let’s compare and contrast Gina and Travis’ attitudes. 

Devan
There’s a lot of noise in the laundry room where Devan works. She can’t have a radio at work but she seems to be quietly humming music to herself while she folds towels and sheets. During lunch and breaks, Devan quietly asks about her fellow employees. She is interested in what’s going on with their lives and tries to remember names and even some birthdays of her co-workers. When her boss said she needed to work faster, Devan told her that she wasn’t sure she could go any faster at her age, but she would try.

Travis
Travis is the fastest bartender in the dining room crew. He keeps records of how fast he can make a drink and keeps trying to break his own record. When the supervisor lets Manuel make the drinks for an event, Travis had to make a comment later to Manuel about how slow he had been. When the supervisor assigned Travis to pour wine and beer while someone else made the specialty, Travis said that was stupid. He said any jerk could pour beer and wine. Since he was the best at making specialty drinks, that’s what he should do.

What do these short stories tell us about each person? Who do you want to work with? Gina or Travis? Why? How would you feel working with Devan?  How about Travis?  

Let’s think through how can we train and redirect our behavior so that it works FOR us, not AGAINST us in the workplace?
[image: http://blogtimenow.com/wp-content/uploads/2013/11/blogger-custom-redirect.jpg]
First, everyone does things and has things happen to them that go wrong. We try to cope with them and avoid them as best we can. One technique we are going to focus on is to turn a habit of making excuses into suggestions for improving the situation next time. For example:

· “It’s not my fault I’m late. The bus broke down.” Change to: “I’m sorry I’m late. I may have to find a more reliable way to get to work.” 

· “No one told me I was supposed to use this green liquid.” Change into “I’m sorry that red liquid left a stain. I need to be clearer on which cleaner to use. Once I know the rule, I won’t make this mistake again.”



[image: http://beinspiredchannel.com/wp-content/uploads/2015/08/Excuses-2.jpg]What’s the pattern? 

Something is wrong (or else you would not be thinking up an excuse.) First acknowledge the problem, perhaps saying you are sorry. Then offer a suggestion on something you can carry out to avoid the same problem in the future.

Excuses: 
1. Apologize
2. Accept responsibility
3. Suggest ways to improve


[image: https://media.licdn.com/mpr/mpr/AAEAAQAAAAAAAAJMAAAAJDFmYTcyZTgzLTExYTItNDllMi05MzJiLWQ3ODUxZWU0MGM2NQ.jpg]

Complaints:
1. Suggest improvements
2. Use Humor






And finally, When faced with negative attitudes
1. Let it drop. Don’t engage!
2. Stand up for you! (That may be true for you, but it’s not for me.)
3. Ask for specifics. Ask the Negative Ned or Nellie to give you exact examples of why they feel in the wrong. Chance are really good, they won’t have any specific – just general statements. 

[bookmark: _Toc507666735]What’s with the word no? 
We all hate the word NO. Instinctively, when we hear it, we try to think of a way around it. We prefer the word yes so we can do what we want. Yet, no is a really important word. So, instead of using the word no, we can use words or phrases that wriggle around the word no– giving folks a yes as a choice. We do this a lot with children and we call it redirecting. When a child runs around the room and you’re going crazy and you say STOP RUNNING!!! Does it work? Nope, it sure doesn’t.  Try saying “Walk please”. You’ve redirected their attention and given them an option – what you want them to do instead.  You’ve taken the word NO out and put in a yes.  
1. Change no to yes
2. Redirect – give an option of what you really want



[bookmark: _Toc376504936][bookmark: _Toc507666736]Changing Excuses into Suggestions
(Instructions: Draw a line from each excuse in the left column to the suggestion in the right column that could replace it.)

	Excuses
	 
	Suggestions

	He wouldn’t stop talking, so I forgot all about the time.
	 
	That job was harder than I thought. Is there something special I should do to shine up old wood like that?

	Don’t look at me!  John said it would be OK to leave early.
	 
	I’m sorry. It would help if we had a schedule so we’d know who should clean it each day.

	How was I supposed to know that door should be kept locked? No one told me.
	 
	I’m sorry I was late. I’ll keep better track of the time.

	The guys started throwing them first. I just picked up one.
	 
	Sorry I’m late. I’ll be sure to call earlier if my kid is sick again.

	My kid threw up again this morning. What could I do?
	 
	I’m sorry we threw those bags. I won’t do that again.

	It’s so old, it’s impossible to make it look shiny.
	 
	Now I certainly know that door should be locked. Are there others I should keep locked? 

	Nobody else cleans it, so why should I?
	 
	I’m sorry. I’ll check with my supervisor about leaving when the work is done.



[bookmark: _Toc376504937][bookmark: _Toc507666737]Changing Complaints into Humor or Constructive Suggestions
(Instructions: Draw a line from each complaint in the left column to the positive behavior in the right column.)

	Complaint
	Positive Behavior

	These so-called uniforms they give us are a joke, they’re so ugly.
	If we opened our own snack bar in here, we could make a fortune. Imagine - real food!

	Doesn’t she have anything better to do than yell at me when I’m late?
	   YES! Overtime!  I so need these hours! 

	That stupid door squeaks like crazy every time someone goes through.
	You know what these uniforms need – some kind of belt so they wouldn’t be so baggy.

	They never have anything good to eat in the break room.
	Does anyone know where the thermostat is? Could we turn down the heat in here?

	This place is a mess!
	I’d like to request that Maintenance come and fix the squeak in that door.

	It’s too **** hot in here!!
	I’ll take this part of the room to clean up today. If we each take a section, we can have this place picked up pretty quickly.

	Why does she always look at me first when they want “volunteers” to work extra hours?  It’s really “Voluntold.”
	I’ve got to get here on time! But then I’ll miss hearing the lovely voice of our supervisor.


[bookmark: _Toc376504938]

[bookmark: _Toc507666738]Small Group Role Plays: Complaints and Excuse

Challenge 1
Supervisor:	These are all wrong! The napkins have to go in with the flap out. It’s really hard for customers to grab these napkins when they’re backwards like this!
Employee:	It’s not my fault. Gerry didn’t tell me they were supposed to go like that. Anyway, you’re just being picky.

Now try it again with a different response from the employee.

Challenge 2
Supervisor:	Did you stack those extra boxes in the storeroom yet like I told you?
Employee:	Hey, I’ll get to it.  Jimmy asked if I wanted to go along with him making deliveries. 

Now try it again with a different response from the employee.

Challenge 3
Supervisor:	This door is for arena staff only. You’ll have to go around to the front. 
Employee:	Whatever dude.  John lets me through this door all the time.  You obviously don’t know who I am. 

Now try it again with a different response from the employee.

Challenge 4
Employee:  You know this isn’t a smoking section right?
Employee 2: No.  Who cares – why are you all up in my business!

Now try it again with a different response from employee 2

Challenge 5
Supervisor:  Although you’re used to working the 4th floor, I need you to work the lobby and meeting rooms today.
Employee: I don’t know why you always pick on me to change floors – I’m not the only one here!

Now try it again with a different response from employee 2

Challenge 6: Create your own


[bookmark: _Toc376504944][bookmark: _Toc507666740]Worksheet: “Do’s and Don’t’s”
(Instructions: Read each statement on the left. If it is a positive “do” statement, mark it OK. If it is a “don’t” statement, write a positive suggestion in the space to the right.)

For example:
“Don’t put your hands in your pockets!”	              Put your hands to your side.  

“Don’t stand in the hallway.” 		______________________________________________

“Bring a pad and paper to the next meeting.” ____________________________________________

“Enough already, stop talking about football!” 	__________________________________

“Don’t use the printer in the main office.” _______________________________________________

“Tell the patients to go to the X-Ray Room.” ____________________________________________

“Don’t forget to wash your hands.” ____________________________________________________

“Don’t leave your jacket in the hallway.” 	______________________________________________

Please stop banging those drums already!	______________________________________________

“Don’t put aluminum cans into the regular trash container.” ________________________________

Would you ask him to come join us? 		________________________________________

I can’t stand it anymore – quit messing around!! _________________________________________

I wish you’d quit your complaining and get with the program. ______________________________

You can have a seat by the door. ______________________________________________________

No, never, no way are you going in there.   ______________________________________________




[bookmark: _Toc376504945][bookmark: _Toc507666741]Post Assessment: Attitude

1. Making excuses shows a bad attitude. Instead, make __________ for how to do things better next time.

True/False (Mark T or F)

2. _____ Attitudes, like a cold, are contagious. If you are around a person with a negative attitude, you may also feel bad.
3. _____ Learning a new fact could change your beliefs.
4. _____ Our habits are part of our inner attitude that others do not see.
5. _____ A good way to deal with complainers is to ask for specific changes they would make to improve things.
6. _____ You cannot learn anything about people's attitudes just by watching them.
7. _____ 	If a worker never looks at a customer (makes eye contact), the customer may think that shows an unfriendly attitude.
8. _____ "Yes, I did mess that up, but I can learn and do it right next time," shows a negative attitude.
9. _____ Wearing a T-shirt (not a collar shirt) is appropriate dress in most offices.

10. Describe some ways that non-verbal behavior may show a negative attitude toward work.
11. Change each of these excuses into a suggestion for improvement, showing a positive attitude:
· "I can't find the supervisor, so there's nothing I can do about it."

· "No one told me about this. It's not my fault."

· "The bus was late. You can't blame me for the city's lousy transportation system."

· "Everyone else left, so I figured the job was over."

· Someone must have taken your records. I can't find them. There's nothing I can do about this now."


[image: MCj02949350000[1]]Personality

How does your personality affect your job? Each of us is unique, and therefore has unique needs when it comes to employment (and life) in general. To find a fulfilling career, it is important that we identify tasks that we enjoy. Although career and personality assessments do not hold all of the answers, they are a great way to start identifying your strengths and interests.
[image: http://stamboulieconsulting.com/sites/default/files/pictures/mbti.jpg]
Myers-Briggs

This assessment is based on the 16-type system developed by Katharine Briggs and Isabel Myers, students of the theories of Dr. Carl Jung. The preference finder looks at your tendencies and characteristics across four dimensions of personality:

· Extraversion/Introversion describes your approach to managing your energy level
· Sensing/Intuition describes your style of thinking about facts and ideas
· Thinking/Feeling describes your orientation to personal values
· Judging/Perceiving describes your approach to goals and time management

The goal of the Type finder is to help you find the personality type, out of sixteen possibilities, that best reflects your attitudes and behavior. By asking you questions about your approach to each aspect of life, you can understand how you can best describe your own personality.

It's important to note that personality typing is best thought of as a theory or a system, not a fact. Most personality scientists agree that people cannot be neatly divided into types; it's more accurate to think of us each having an infinite number of traits which may fall anywhere along a spectrum. While this is scientifically correct, it makes personality science difficult and inaccessible to anyone who's not a research psychologist. Real people think about personality in terms of types. Our goal is to help you do this as accurately as possible.

The Type finder aims to blend the extremely useful system of personality types with the wealth of information we've gained from modern personality research. Over the past 60 years, the sixteen-type system has proved itself invaluable in helping people understand themselves and others, choose appropriate careers, and develop as people.


 

[bookmark: _Toc507666742]Extraversion and Introversion
Favorite world: Do you prefer to focus on the outer world or on your own inner world?

The first pair of psychological preferences is Extraversion and Introversion. Where do you put your attention and get your energy? Do you like to spend time in the outer world of people and things (Extraversion), or in your inner world of ideas and images (Introversion)? Extraversion and Introversion as terms used by C. G. Jung explain different attitudes people use to direct their energy. These words have a meaning in psychology that is different from the way they are used in everyday language.

Everyone spends some time extraverting and some time introverting. Don't confuse Introversion with shyness or reclusiveness. They are not related.
	

Take a minute to ask yourself which of the following descriptions seems more natural, effortless, and comfortable for you?

Hospitality Training		Soft Skills and Job Readiness
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I like getting my energy from active involvement in events and having a lot of different activities. I'm excited when I'm around people and I like to energize other people. I like moving into action and making things happen. I generally feel at home in the world. I often understand a problem better when I can talk out loud about it and hear what others have to say.

The following statements generally apply to me:
I am seen as "outgoing" or as a "people person."
I feel comfortable in groups and like working in them.
I have a wide range of friends and know lots of people.
I sometimes jump too quickly into an activity and don't allow enough time to think it over.
Before I start a project, I sometimes forget to stop and get clear on what I want to do and why.

Introversion (I)
I like getting my energy from dealing with the ideas, pictures, memories, and reactions that are inside my head, in my inner world. I often prefer doing things alone or with one or two people I feel comfortable with. I take time to reflect so that I have a clear idea of what I'll be doing when I decide to act. Ideas are almost solid things for me. Sometimes I like the idea of something better than the real thing.

The following statements generally apply to me:
I am seen as "reflective" or "reserved."
I feel comfortable being alone and like things I can do on my own.
I prefer to know just a few people well.
I sometimes spend too much time reflecting and don't move into action quickly enough.
I sometimes forget to check with the outside world to see if my ideas really fit the experience.




Sensing (S) and Intuition (N)
Information: Do you prefer to focus on the basic information you take in or do you prefer to interpret and add meaning? 

The second pair of psychological preferences is Sensing and Intuition. Do you pay more attention to information that comes in through your five senses (Sensing), or do you pay more attention to the patterns and possibilities that you see in the information you receive (Intuition)? 

Everyone spends some time Sensing and some time using Intuition. 

Take a minute to ask yourself which of the following descriptions seems more natural, effortless, and comfortable for you?


[bookmark: _Toc507666745]Sensing (S)
Paying attention to physical reality, what I see, hear, touch, taste, and smell. I'm concerned with what is actual, present, current, and real. I notice facts and I remember details that are important to me. I like to see the practical use of things and learn best when I see how to use what I'm learning. Experience speaks to me louder than words.

The following statements generally apply to me:
· I remember events as snapshots of what actually happened.
· I solve problems by working through facts until I understand the problem.
· I am pragmatic and look to the "bottom line."
· I start with facts and then form a big picture.
· I trust experience first and trust words and symbols less.
· Sometimes I pay so much attention to facts, either present or past, that I miss new possibilities.



[bookmark: _Toc507666746]Intuition (N)
Paying the most attention to impressions or the meaning and patterns of the information I get. I would rather learn by thinking a problem through than by hands-on experience. I'm interested in new things and what might be possible, so that I think more about the future than the past. I like to work with symbols or abstract theories, even if I don't know how I will use them. I remember events more as an impression of what it was like than as actual facts or details of what happened.

The following statements generally apply to me:
· I remember events by what I read "between the lines" about their meaning.
· I solve problems by leaping between different ideas and possibilities.
· I am interested in doing things that are new and different.
· I like to see the big picture, then to find out the facts.
· I trust impressions, symbols, and metaphors more than what I actually experienced
· Sometimes I think so much about new possibilities that I never look at how to make them a reality.






Thinking (T) and Feeling (F)
Decisions: When making decisions, do you prefer to first look at logic and consistency or first look at the people and special circumstances? 

This third preference pair describes how you like to make decisions. Do you like to put more weight on objective principles and impersonal facts (Thinking) or do you put more weight on personal concerns and the people involved (Feeling)?

Don't confuse Feeling with emotion. Everyone has emotions about the decisions they make. Also do not confuse Thinking with intelligence. Everyone uses Thinking for some decisions and Feeling for others. In fact, a person can make a decision using his or her preference, then test the decision by using the other preference to see what might not have been taken into account.
	

Take a minute to ask yourself which of the following descriptions seems more natural, effortless, and comfortable for you?


[bookmark: _Toc507666748]Thinking (T)
When I make a decision, I like to find the basic truth or principle to be applied, regardless of the specific situation involved. I like to analyze pros and cons, and then be consistent and logical in deciding. I try to be impersonal, so I won't let my personal wishes--or other people's wishes--influence me.
The following statements generally apply to me:
· I enjoy technical and scientific fields where logic is important.
· I notice inconsistencies.
· I look for logical explanations or solutions to most everything.
· I make decisions with my head and want to be fair.
· I believe telling the truth is more important than being tactful.
· Sometimes I miss or don't value the "people" part of a situation.
· I can be seen as too task-oriented, uncaring, or indifferent.
[bookmark: _Toc507666749]Feeling (F)
I believe I can make the best decisions by weighing what people care about and the points-of-view of persons involved in a situation. I am concerned with values and what is the best for the people involved. I like to do whatever will establish or maintain harmony. In my relationships, I appear caring, warm, and tactful.
The following statements generally apply to me:
· I have a people or communications orientation.
· I am concerned with harmony and nervous when it is missing.
· I look for what is important to others and express concern for others.
· I make decisions with my heart and want to be compassionate.
· I believe being tactful is more important than telling the "cold" truth.
· Sometimes I miss seeing or communicating the "hard truth" of situations.
· I am sometimes experienced by others as too idealistic, mushy, or indirect.




Judging (J) and Perceiving (P)
Structure: In dealing with the outside world, do you prefer to get things decided or do you prefer to stay open to new information and options? 

This fourth preference pair describes how you like to live your outer life--what are the behaviors others tend to see? Do you prefer a more structured and decided lifestyle (Judging) or a more flexible and adaptable lifestyle (Perceiving)? 

Sometimes people feel they have both. That is true. The J or P preference only tells which preference the person extraverts. One person may feel very orderly/structured (J) on the inside, yet their outer life looks spontaneous and adaptable (P). Another person may feel very curious and open-ended (P) in their inner world, yet their outer life looks more structured or decided (J). Don't confuse Judging and Perceiving with a person's level of organization. Either preference can be organized.
	

Take a minute to ask yourself which of the following descriptions seems more natural, effortless, and comfortable for you?


[bookmark: _Toc507666751]Judging (J)
I use my decision-making (Judging) preference (whether it is Thinking or Feeling) in my outer life. To others, I seem to prefer a planned or orderly way of life, like to have things settled and organized, feel more comfortable when decisions are made, and like to bring life under control as much as possible. Do not confuse Judging with judgmental, in its negative sense about people and events. They are not related.

The following statements generally apply to me:
· I like to have things decided.
· I appear to be task oriented.
· I like to make lists of things to do.
· I like to get my work done before playing.
· I plan work to avoid rushing just before a deadline.
· Sometimes I focus so much on the goal that I miss new information.


[bookmark: _Toc507666752]Perceiving (P)
I use my perceiving function (whether it is Sensing or Intuition) in my outer life. To others, I seem to prefer a flexible and spontaneous way of life, and I like to understand and adapt to the world rather than organize it. Others see me staying open to new experiences and information. (Perceiving means "preferring to take in information." It does not mean being "perceptive" in the sense of having quick and accurate perceptions about people and events.)

The following statements generally apply to me:
· I like to stay open to respond to whatever happens.
· I appear to be loose and casual. I like to keep plans to a minimum.
· I like to approach work as play or mix work and play.
· I work in bursts of energy.
· I am stimulated by an approaching deadline.
· Sometimes I stay open to new information so long I miss making decisions when they are needed.



[bookmark: _Toc426017007]
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Take the test!    http://www.humanmetrics.com/cgi-win/jtypes2.asp

[image: ]

[image: ]


Open up your email and send the report to yourself.  Check out which famous people have similar personalities to you.  As you review the information, note key phrases 
and qualities which you feel are strengths.  



[bookmark: _Toc507666753]Myers Briggs Table Type

	ISTJ
Quiet, serious, earn success by thoroughness and dependability. Practical, matter-of-fact, realistic, and responsible. Decide logically what should be done and work toward it steadily, regardless of distractions. Take pleasure in making everything orderly and organized – their work, their home, their life. Value traditions and loyalty.
	ISFJ
Quiet, friendly, responsible, and conscientious. Commit-ted and steady in meeting their obligations. Thorough, painstaking, and accurate. Loyal, considerate, notice and remember specifics about people who are important to them, concerned with how others feel. Strive to create an orderly and harmonious environment at work and at home.
	INFJ
Seek meaning and connection in ideas, relationships, and material possessions. Want to understand what motivates people and are insightful about others. Conscientious and committed to their firm values. Develop a clear vision about how best to serve the common good. Organized and decisive in implementing their vision.

	[bookmark: ISTJ]INTJ
[bookmark: ISFJ]Have original minds and great drive for implementing their ideas and achieving their goals. Quickly see patterns in external events and develop long-range explanatory perspectives. When committed, organize a job and carry it through. Skeptical and independent, have high standards of competence and performance – for themselves and others.

	ISTP
Tolerant and flexible, quiet observers until a problem appears, then act quickly to find workable solutions. Analyze what makes things work and readily get through large amounts of data to isolate the core of practical problems. Interested in cause and effect, organize facts using logical principles, value efficiency.
	ISFP
Quiet, friendly, sensitive, and kind. Enjoy the present moment, what’s going on around them. Like to have their own space and to work within their own time frame. Loyal and committed to their values and to people who are important to them. Dislike disagreements and conflicts, do not force their opinions or values on others.
	INFP
Idealistic, loyal to their values and to people who are important to them. Want an external life that is congruent with their values. Curious, quick to see possibilities, can be catalysts for implementing ideas. Seek to understand people and to help them fulfill their potential. Adaptable, flexible, and accepting unless a value is threatened.
	INTP
Seek to develop logical explanations for everything that interests them. Theoretical and abstract, interested more in ideas than social interaction. Quiet, contained, flexible, and adaptable. Have unusual ability to focus in depth to solve problems in their area of interest. Skeptical, and sometimes critical, always analytical.

	ESTP
Flexible and tolerant, they take a pragmatic approach focused immediate results. Theories and conceptual explanations bore them – they want to act energetically to solve the problem. Focus on the here-and-now, spontaneous, enjoy each moment that they can be active with others. Enjoy material comforts and style. Learn best through doing.
	ESFP
Outgoing, friendly, and accepting. Exuberant lovers of life, people, and material comforts. Enjoy working with others to make things happen. Bring common sense and a realistic approach to their work, and make work fun. Flexible and spontaneous, adapt readily to new people and environments. Learn best by trying a new skill with other people.
	ENFP
Warmly enthusiastic and imaginative. See life as full of possibilities. Make connections between events and information very quickly, and confidently proceed based on the patterns they see. Want a lot of affirmation from others, and readily give appreciation and support. Spontaneous and flexible, often rely on their ability to improvise and their verbal fluency.
	ENTP
Quick, ingenious, stimulating, alert, and outspoken. Resourceful in solving new and challenging problems. Adept at generating conceptual possibilities and then analyzing them strategically. Good at reading other people. Bored by routine, will seldom do the same thing the same way, apt to turn to one new interest after another.

	ESTJ
Practical, realistic, matter-of-fact. Decisive, quickly move to implement decisions. Organize projects and people to get things done, focus on getting results in the most efficient way possible. Take care of routine details. Have a clear set of logical standards, systematically follow them and want others to also. Forceful in implementing their plans.
	ESFJ
Warmhearted, conscientious, and cooperative. Want harmony in their environ-ment; work with determina-tion to establish it. Like to work with others to complete tasks accurately and on time. Loyal, follow through even in small matters. Notice what others need in their day-by-day lives and try to provide it. Want to be appreciated for who they are and for what they contribute.
	ENFJ
Warm, empathetic, responsive, and responsible. Highly attuned to the emotions, needs, and motivations of others. Find potential in everyone; want to help others fulfill their potential. May act as catalysts for individual and group growth. Loyal, responsive to praise and criticism. Sociable, facilitate others in a group, and provide inspiring leadership.
	ENTJ
Frank, decisive, assume leadership readily. Quickly see illogical and inefficient procedures and policies, develop and implement comprehensive systems to solve organizational problems. Enjoy long-term planning and goal setting. Usually well informed, well read, enjoy expanding their knowledge and passing it on to others. Forceful in presenting their ideas.




	
	
	
	

	
ARTISAN
27.0%

Aesthetic, Probing, Artcrafts, Techniques,
Equipment

	GUARDIAN
47%

Economic, Scheduling, Commerce, Morality, Material
	RATIONAL
10%

Theoretic, Tough-Minded, Science, Technology, Systems
	IDEALIST
17%

Spiritual, Friendly, Humanities, Morale, Personnel

	Dynamo
ESTP (4%)
Putting forth an enterprise and winning others to your side
The Ultimate Realist
Unconventional Approach, Fun, Gregarious, Lives for Here and Now, Good at Problem Solving
Most Spontaneous
	Supervisor
ESTJ (9%)
Making sure that others do as they should do
Life’s Administrators
Order and Structure, Sociable, Opinionated, Results Driven Producer, Traditional
Most Hard Charging
	Commander
ENTJ (2%)
Arranging a well-ordered hierarchy to mobilize forces
Life’s Natural Leaders
Visionary, Gregarious, Argumentative, Systems Planners, Takes Charge, Intolerant of Incompetency
Most Commanding
	Teacher
ENFJ (3%)
 “Beckoning forth learning from its hiding place”
Smooth Talking Persuader
Charismatic, Compassionate, Sees Possibilities for People, Ignores the Unpleasant, Idealistic
Most Persuasive

	Craftsman
ISTP (5%)
 “Masterfully operating tools, equipment, machines, and instruments”
“Ready to Try Anything”
Very Observant, Cool and Aloof, Hands-on, Practical, Unpretentious, Ready for What Happens
Most Pragmatic
	Inspector
ISTJ (12%)
 “Looking carefully and thoroughly at the products and accounts”
“Doing What Should Be Done”
Organizer, Compulsive, Private, Trustworthy, Rules & Regulations, Practical
Most Responsible
	Mastermind
INTJ (2%)
 “Planning operations and contingency plans”
“Everything has Room for Improvement”
Theory-based, Skeptical, “My Way”, High Need for Competency, Sees World as a Chessboard
Most Independent
	Counselor
INFJ (2%)
 “Helping people to realize their potential”
“An Inspiration to Others”
Reflective, Introspective, Quietly Caring, Creative, Linguistically Gifted, Psychic
Most Contemplative

	Performer
ESFP (9%)
 “Putting on a show or Demo to entertain others” 
“You Only Go Around Once in Life”
Sociable, Spontaneous, Loves Surprises, Cuts the Red tape, Juggles Multiple Projects Well
Most Generous
	Provider
ESFJ (12%)
 “Furnishing others with necessities of life”
“Hosts & Hostesses of the World”
Gracious, Good Interpersonal Skills, Thoughtful, Appropriate, Eager to Please
Most Harmonizing
	Visionary
ENTP (3%)
 “Building models to make systems more efficient”
“One Exciting Challenge After Another”
Argues Both Sides of a Point to Learn, Brinksmanship, Tests the Limits, Enthusiastic, New Ideas
Most Inventive
	Champion
ENFP (8%)
 “Relating uncovered stories to disclose truth and motivate others”
“Giving Life an Extra Squeeze”
People Oriented, Seeks Harmony, Life of Party, More Starts than Finishes
Most Optimistic

	Composer
ISFP (9%)
 “Bringing into synthesis any aspect of the world of the senses”
“Sees Much-Shares Little”
Warm, Short Range Planner, Sensitive, Unassuming, Good Team Member, In Touch with Self and Nature
Most Artistic
	Protector
ISFJ (14%)
 “Being of service and guarding against pitfalls and perils”
“A High Sense of Duty”
Amiable, Works Behind the Scenes, Ready to Sacrifice, Accountable, Prefers ‘Doing’
Most Loyal
	Architect
INTP (3%)
 “Configuring 3-dimensional spaces and theoretical systems”
“Love of Problem Solving”
Challenges Others to Think, Absent-minded Professor, Needs Competency, Socially Cautious
Most Conceptual
	Healer
INFP (4%)
 “Mending the divisions that plague one’s life and relationships”
“Performing Noble Service to Aid Society”
Strict Personal Values, Non-directive, Seeks inner Peace, Reserved, Creative,
Most Idealistic







[image: http://wpc.6b03.edgecastcdn.net/006B03/penelope-trunk-myers-briggs-webinar-blogsize.jpg]
[bookmark: _Toc507666754]
Based on the results of the Myers-Briggs test, I am a/an: ___________________!

How will your Myers-Briggs type be an asset or strength for your current employment goal? 





How has your Myers-Briggs type impacted your performance in a positive way at work?





How has your Myers-Briggs type impacted your performance in a negative way at work?








[bookmark: _Toc426017011][bookmark: _Toc511743454]Customer Service

Write one word to describe what “Customer Service” means to you.  _____________________

[image: MCj04238400000[1]]   Describe the BEST customer service you have ever received:  What was the situation and how were you treated?  What was done for you to make you feel special and important?




[bookmark: _Toc416705870][bookmark: _Toc416706089]Keeping your previous answer in mind, how would you rate your Customer Service skills on a scale of 1 – 10?  Circle your answer!
[image: MCj04238460000[1]]
 1   2   3   4   5   6   7   8   9   10   [image: MCj04281030000[1]]

Tell me about a time that you provided outstanding “Customer Service” at work.  What was the situation?  What did you do to make the customer feel special and important?







[image: MCj04238560000[1]]   Describe the WORST customer service you have ever received.  What was the situation?  How were you treated?  What made you feel frustrated or unhappy with the service?




[image: MCj04258040000[1]]Most customers get upset because …..

1. Expectations are not met
2. [bookmark: _Toc416705871][bookmark: _Toc416706090]Rudeness
3. [bookmark: _Toc416705872][bookmark: _Toc416706091]Indifference
4. [bookmark: _Toc416705873][bookmark: _Toc416706092]Nobody would listen

Have you ever lost your temper with an upset customer?  Although the customer does not “have the right” to be rude, YOU can choose your response.  Be proud that you do not need to “mirror” his or her behavior.  Today’s frustrated customer can be tomorrow’s happy customer.

So, what is the easiest way to keep customers from getting upset?

1. Listen
2. [bookmark: _Toc416705874][bookmark: _Toc416706093]Be nice
3. [bookmark: _Toc416705875][bookmark: _Toc416706094]Listen
4. Show concern
5. [bookmark: _Toc416705876][bookmark: _Toc416706095]Listen
6. Exceed expectations



FACT:  Some customers do make it more challenging to work with them.  When people are upset by what appears to be a “little thing”, they are often dealing with some other larger issues that directly affect their basic needs for survival, like food or housing. 

Even when we know better, our personal challenges affect our behavior. When we believe that someone is standing between us and what we need, we are more likely to react explosively. In these situations, it is more beneficial for everyone if you remain calm and CHOOSE to be understanding. 

Maslow’s Hierarchy of Needs identifies our basic needs, which can help us to be more understanding.
[image: ]




[image: MCj04115240000[1]]

[bookmark: _Toc507666755]The 6 Steps to Success



1. Stay Calm
Don’t _______________________________________________________________
Speak _______________________________________________________________
Acknowledge _________________________________________________________

2. Let the customer vent
Listen carefully and don’t _______________________________________________
Don’t _______________________________________________________________
Don’t _______________________________________________________________
Many frustrated customers just want a _____________________________________

3. Deal with customer’s emotions before moving to logic
Show _______________________________________________________________
Ask _________________________________________________________________
Tell _________________________________________________________________
Find ________________________________________________________________
Restate ______________________________________________________________

4. Avoid emotional “trigger” words and phrases
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Triggers
It’s not ____________________
I _________________________
I don’t _____________________
You _______________________
The only ___________________
Like I _____________________

Calmers
Here’s _______________________
I ____________________________
Thank you ____________________
I understand ___________________
The best ______________________
Fortunately, ___________________


5. If necessary, take a “time out” or consult a second opinion
Don’t pass ___________________________________________________________
Say, “Let me _________________________________________________________
Seek ________________________________________________________________
If necessary, __________________________________________________________

6. Move to problem-solving
Focus on _____________________________________________________________
Ask the customer ______________________________________________________
Offer a solution that ____________________________________________________
Give the customer your ________________, including your ____________________

The bottom line: Accept responsibility for the solution.


[bookmark: _Toc412546992][bookmark: _Toc422991221][image: http://www.officialpsds.com/images/thumbs/Tasty-Pineapple-HQ-IMG-psd63703.png]

[bookmark: _Toc507666756]PART 2: Job Search, Resumes, Cover Letters, Interviewing, Thank you letters


[image: Image result for employees in a hotel][image: Image result for working together hotels][image: http://gadling.com/wp-content/uploads/2012/08/maid-1600x1200.jpg]
[image: Related image][image: http://www.oneworld365.org/img/101/hotel%20jobs%20abroad.jpg]


[bookmark: _Toc507666757][bookmark: _Toc376504958][bookmark: _Toc412546993][bookmark: _Toc422991222]Starting the job search!

[bookmark: eztoc20942943_0_0_6][image: http://images.csmonitor.com/csm/2015/09/932493_1_0902US_Employment_standard.jpg?alias=standard_600x400]
[bookmark: _Toc507666758]Let’s get started!!!

First think about what job you want, and where you want it. Set your priorities. The hospitality industry is enormous and offers a wide range of opportunities. Of course, being as flexible as possible will offer you the most opportunities but you still need to think through what will be best for you!

· What type of job are you looking for? 
· What companies do you want to work for? Small, large, independent, chain
· What hours, days or shifts are best for you? Do you want to work the night shift, day shift, multiple shifts?
· Where do you want to work? Maryland, Virginia, DC? Do you need metro accessibility?
· What wages are you looking for? Union shops can offer higher wages but can be more difficult to get into.

Once you’ve got a sense of what you need and what you want, let’s jump into the next steps.

1. Job action plan
2. Networking
3. 30 second elevator speech
4. Resume
5. Using that job action plan
6. Interview skills
7. Thank you notes!
8. Online applications

A Job Search Log or Action Plan is super easy. It’s just writing down what you want, and planning how to get there. It’s keeping track of all your efforts to find a position – all the resumes you send out, applications you fill out online, people you’ve spoken to. The more organized you are in tracking your work, the easier it becomes to find opportunities. Your job action plan will change over time, but the first step is to …
Networking: A successful job hunt requires more than scouring through open positions on hcareers.com. Though replying to traditional ads is part of the process, tapping into the so-called “hidden” job market can be an even more effective way to land a job you’ll love! 
The “hidden” job market includes positions that haven’t been posted publicly. A hiring manager might let her colleagues know she plans to hire a housekeeper, for instance, before she gets around to posting the job description. And when those colleagues recommend professional connections for the job, it’s likely their connections’ resumes and applications will get noticed. More than three-quarters of recruiters say the best candidates come to their companies through referrals from current employees. And current employees can get bonuses for referring great employees. 
[bookmark: _Toc507666759]The “hidden” job market includes positions that haven’t been posted publicly. A hiring manager might let her colleagues know she plans to hire more housekeepers, for instance, before she gets around to posting the job description. And when those colleagues recommend professional connections for the job, it’s likely their connections’ resumes and applications will get noticed. Recruiters say the best candidates are referrals from current employees!!!  
1. Building a network can seem intimidating. But the more people who know you’re searching for a job, and who can vouch for your unique mix of skills and experience, the better.
Start with this class!  Keep connections with each other so as you all launch new careers, you can support each other and share openings and opportunities.  

2. Informational Interviews. Think of everyone you know who might know someone. Ask them: 
[bookmark: eztoc20942943_0_0_9]Hey, I really want to work for The Line– it’s a wonderful company and really matches my values. Do you know of anybody who would be willing to chat with me?” 

Then, call or email those folks and ask for just a few minutes to chat with them. These informational interviews are short – 15-20 minutes long and all you are asking for is advice. People LOVE to give advice! Ask them about their jobs and careers. These connections will remember you if they hear of a great job opening.

a. Thank you notes:  It’s really important to send a thank you email.  People will be more likely to think well of you — and recommend you for jobs —if it’s clear you’re respectful and appreciative.

A “30 second elevator speech” or “Tell me about yourself” 
This is a commercial – a commercial about You: starring You and selling YOU! Your "elevator speech" is a little pitch that says a whole lot about you. You're giving someone a nutshell version of who you are and what you offer, as you talk in an elevator taking a 30-second ride in a tall building.

What makes you remember a great commercial? It's short, snappy, makes its point and enables you to remember the product name. According to public speaking experts, you have 30 seconds to make your point before your audience loses concentration. No matter how good or how interesting, 30 seconds, that's it. Then the brain moves on to the next task. So sell, sell, sell. Go for it, and make it work for you. 

Your goal is not to “close the deal” … rather, you simply want to “set the hook,” start a conversation, and create just enough interest to pique the listener’s curiosity and make them want to hear more about you. 

Elevator pitches will always be a necessary evil of the job hunt. We can change the name, eliminate the elevator, and avoid the awkward intros – but that, “So tell me about yourself/what do you do?/who are you?” question is inevitable, and we know it. Though everyone has different ideas of what makes a great elevator pitch, when we get back to basics we relize that there are only three true rules to consider:
1. It should be 30 seconds or less.
2. Your work skills and background (or how you benefit a potential employer) should be clear.
3. Your ‘soft skills’ should shine.  
Use words that sound natural coming from your mouth and you’ll sound conversational and comfortable. And sound enthusiastic and excited! When you deliver your Elevator Pitch, if you sound natural and upbeat, and you truly believe in what you are saying … chances are so will the listener!

I’m NAME and I’m a recent graduate of the Goodwill Hospitality Training Program and am very excited about using my skills and experience in the hotel industry. I’ve 10+ years of experience in retail and food service and feel strongly my energy, strong work ethic, and dedication will be a great fit in this field. 

I’m _________ and I’m an experienced customer service professional eager to use my skills in the hospitality field. With my experience as a cashier at Target and as a home health care worker, I’ve become very adept at handling many different types of situations, keeping people calm and happy. As I’ve just finished the Goodwill Hospitality Training program, I am excited to combine my knowledge and experience as a hostess with The Line DC. 

I’m ________ and am very excited about the opportunities the hospitality industry offers. I’ve always loved putting smiles on people’s faces and am confident that my customer service background and training will be a great fit for the position of restaurant server with ________________. 

I’m ________ and have extensive experience both in the kitchen and in food service.  With my ServSafe and TIPS certifications, I’m ready for additional responsibilities and to advance in my career.  My outgoing personality, sense of humor, and energy are a great fit with Hilton’s focus on delivering exceptional guest experiences.  

I’m _______________ and I appreciate your meeting with ne.  I’ve learned to thrive in fast-paced customer service environments in my jobs at Chick-Fil-A and Home Depot. I think on my feet, am always learning and moving and am so ready to jump into a new career.  


[image: https://i0.wp.com/www.michaelspiro.net/ElevatorPitchOriginal.jpg]How about you? 




[bookmark: _Toc507666760]RESUMES

Now that you’ve gotten your elevator speech down, let’s move right into resumes.

To write a resume, you need to have more than just your previous job history. You need to know what kind of job you want. That way you can tailor, adjust and write the resume to match what the employer is looking for. Many people have several different resumes to match different types of jobs. 

So let’s start off with looking to see what kinds of jobs are out there and what skills they’re looking for.
[image: MCj02319360000[1]]
Using www.hcareers.com enter the name of the job title in the box marked “What” and the location you would like to work in the box marked “Where.” Then click on “Find Jobs” to see the current opportunities are out there! 


[image: ]

Then choose a job and read through the description. [image: ]


Now let’s look at what the employer wants – what qualifications or requirements do they need?

[image: ]



Now that we’ve got a good idea of what the job is and what they’re looking for, let’s identify the words that we need to have on that resume to make you MATCH.

To identify the MOST relevant (repeated) words, go to the TagCrowd website (www.tagcrowd.com). Copy and paste the job descriptions you have selected into the box marked: “Paste Text to be Visualized” and then press the button that says: “VISUALIZE!” 

[image: ]


Now that we’ve got the words they’re looking for, we can use them in our resumes. 

[image: MCBD06642_0000[1]]Resumes

Many say that a resume is a self-portrait of the person who has created it. However, if you really think about it, it goes much deeper than just a portrait and may be more accurately compared to your bones, muscles and internal organs. Your resume is factual and “shows what you are made of” too! Although a resume should look attractive, it must also include some “muscle” (details and information) to demonstrate your skills, experience, and abilities.

Your resume gets you the interview. The interview gets you the JOB! 

[image: MCj04240640000[1]]
Identifying Your Accomplishments and On-the-Job Achievements

Many people overlook or forget to list their accomplishments and on-the-job achievements because they feel that their contribution was “not such a big deal.” What can you list as an accomplishment or on-the-job achievement? 
· Promotions, raises, and acceptance of additional duties
· Awards and recognition
· Customer satisfaction
· Exceeding sales or production goals
· Meeting tough deadlines
· Coming up with new ideas to improve business
· Going “above and beyond” the call of duty
· Accepting additional responsibilities

[image: MCj03312820000[1]]Make sure each accomplishment is relevant to the type of job you seek. For example, you may have been the “best potato peeler in Iowa,” but this will have little impact on your next job as a Front Desk Agent.

Consider the “so-what?” factor. After listing each accomplishment, ask yourself, “so what?” If you are not impressed with your response, ask yourself how your accomplishment will contribute to your next employer's success.

As you complete the worksheet below, list accomplishments that are specific and measurable. Be sure to update your resume with several accomplishments, too! Some of your accomplishments may be used for your cover letter or when you are interviewing. 
[image: MCj02396410000[1]]
· Always quantify (Examples: Increased sales by 25 percent over the previous year; Sold 25 gift cards; Processed 325 transactions per day; Scored 100% on Mystery Shop.)
· Use words such as "first," "only," "best," "most," and "highest."


Think about…   
· In your current or most recent job, what special things did you do to set yourself apart or excel? 
· How did you take the initiative? How did you go “above and beyond”?
· What special things did you do to impress your boss? 
· Were you promoted? Rapid and/or frequent promotions can be especially noteworthy. 
· What awards did you win, Employee of the Month, etc. 
· What are you most proud of in this job? 
· Have you received any complimentary memos or letters from employers, customers, or teachers? Provide quotes from these letters that support your accomplishments. 

Professional Experience:

The (not so) Hidden Messages in Resumes
A recruiter can determine (“guess-timate”) if you are the right candidate based on the information you provide on your resume. For example, if an applicant always changes his or her job (different positions and different types of business) every 6 months or so, the recruiter may believe that he or she is: “impatient, lacks job stability and persistence, and not have a specific career interest.” Although the recruiter’s assumption may not be true, an employment history that raises so many red flags can keep you from getting called for an interview. 

Most recruiters are compassionate and empathetic; however, don’t forget that they are looking for a candidate who can exceed their expectations on the job and make life easier for the business. History often repeats itself, so your previous employment history is the best indicator of what is to come. Even if a recruiter is very nice and open to listening to your story - he or she may even appear to agree with you - it doesn’t mean that they do. Think about it, if it were your business, who would you hire?

There may be many great reasons that the previously mentioned candidate had to change jobs so frequently, but it is not the recruiter’s job to “care” or “give someone a chance” just because they have faced challenges. Keep in mind that the recruiter in front of you may have faced the same challenges as you and handled the situation differently. Or maybe the recruiter has faced greater challenges and thinks that your situation is not such a big deal.

· Job Stability – Have you stayed in the same job for at least 1 year?
· Impatience – Have your left jobs after a short time?
· Attention to detail – Are there mistakes or inconsistencies on your resume?
· Spatial Awareness – How does everything line up visually on your resume?
· Ambition – Promotions! Additional training! Career advancement!
· Success Potential – Have you been promoted on the job?
· Preferences – Where do you prefer to work?
· Work alone or with team – Have your jobs been independent or team-based?
· Value to the employer – On the job accomplishments and acknowledgements.
· Judgment – Ability to include relevant information and/or apply for the right job.

Recruiters initially review resumes to eliminate unqualified candidates and candidates with too many “red flags.” 



	DO’s
	DON’Ts

	
· DO Be honest – present yourself accurately & positively

	
· DON’T Include references (References should be provided when requested


	· DO Use action verbs

	· DON’T Include a photo

	· DO Stress accomplishments – use data to reinforce, if appropriate

	· DON’T Include personal information that could be discriminatory (e.g. age, weight, race, marital status, religion, etc.)


	· DO Type and print your résumé - it looks professional and gives a good “first impression”

	· DON’T List full addresses and phone numbers for employers (Company name, City and State is sufficient)


	· DO Use bullets and bold to emphasize skills


	· DON’T Include salary requirements – Discussions of salary should come later in the interview process.


	· DO Put education at the end unless there is a special reason for putting it up front

· DO Proofread carefully for typos and mistakes

	· DON’T Exceed two pages – if you can, keep your résumé to one page if possible.

· Don’t include an objective – they take up valuable space and don’t add anything
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English is an amazing language – with thousands of words! Think of how many different words you can use to describe someone coming into a room. They can walk. They can run. They can stroll, swim, dance, jump, scream, crawl. What else?

______________, ______________, _________________, _______________, _______________, 

More?

______________, ______________, _________________, _______________, _______________, 

Use this same exercise as you prepare your resume. As you are presenting your resume to potential employers you may be wondering, “How will the employer know I am capable of doing a job based on a piece of paper?” Well, here is a part of your answer. Resume Action words are designed to illustrate an accomplishment of a task. They demonstrate to an employer how you have successfully performed various parts of your jobs in the past. 

A-, accomplished, achieved, arranged, asked, assembled, assigned, assessed, assisted, attracted, audited, authorized, awarded

B- balanced, bargained, borrowed, bought, broadened, budgeted, built

C- calculated, canvassed, carried, out, cataloged, challenged, changed, checked, chose, contributed, converted, convinced, coordinated, corrected, counseled, counted, 

D- debugged, decided, decreased, deferred, delegated, delivered, demonstrated, described, developed, devised, directed, distributed, 

E- earned, elected, eliminated, employed, enforced, engaged, estimated, evaluated, examined, exceeded, exchanged, executed, expedited, explained

F- facilitated, familiarized, fashioned, fielded, figured, focused, formed, fortified, framed, fulfilled, functioned, furnished

G- gained, gathered, gauged, gave, generated, governed, graded, granted, greeted, grouped, guided 

H- handled, headed, hired, hosted. 

I. identified, illustrated, implemented, improved, increased, inspected, installed, interpreted, inventoried, invested, investigated, 

J- joined, judged 

L- launched, lectured, led, lightened, liquidated, litigated, lobbied, localized, located

M- maintained, managed, mapped, marketed, maximized, measured, mediated, merchandised, modified, monitored, motivated, 

N- named, narrated, negotiated, noticed, nurtured

O- observed, obtained, offered, offset, opened, operated, orchestrated, ordered, organized, oriented, oversaw

P- paid, participated, permitted, phased out, pinpointed, prevented, priced, printed, prioritized, projected, proposed, proved, purchased, 

Q- quantified, quoted

R- raised, rated, reacted, recommended, reconciled, recorded, recovered, rehabilitated, reinforced, rejected, remodeled, repaired, reported, resolved, revised, 

S- safeguarded, saved, scheduled, screened, secured, selected, sent, separated, served, strengthened, supplied, supported, surveyed, 

T- tailored, targeted, taught, terminated, tested, tightened, trained, transferred, transformed, translated, transported, traveled, treated, tripled

U- uncovered, undertook, unified, united, updated, upgraded, used, utilized

V- validated, valued, verified, viewed, visited 

W- weighed, welcomed, widened, witnessed, won, worked, wrote






							Antonio vasquez			(OK)


Hospitality Training		Soft Skills and Job Readiness
Goodwill of Greater Washington
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2345 South St, Apt. 475
Alexandria, VA 22312
(703) 555-5555
AutoGenius@hotmails.com



An Automotive Master Technician Student taking classes at Lincoln Technical Institute seeking a mechanic job with great benefits and promotions. 



Completed Courses:
Electric
Transmissions
Engines  and Cooling
Breaks, Steering and Suspension
Management and Shop Procedures
Additional Skills:
Computers
Basic accounting and spreadsheets
Bilingual (english/Spanish)
An outgoing Team Player
Costumer Service Skills

	
Work History		

Arlington Garage	Arl., VA	06/15-present
Auto Service Technision
Look at and diagnose bad cars ; figure our what is wrong and then fix stuff, get the parts from the shelf and write it down, change things and parts and write it down, and work with belts, and axles
Preform preventative maintenance, such as oil changes, lubrications, and replace transmission, brake and radiator fluids

Booksfree.com	Vienna, VA	10/09-11/12
Warehouse clerk
Conducted inventories , stocked merchandise, evaluated merchandise for condition, and removed damaged merchandise from inventory with scanner
Classified outgoing mail by zip codes 
Cleaned floors , pulled, packed, and shipped a lot of stuff every day  .

CarFast, Inc.	Alexandria, Va	12/12-06/15
Bookkeeper (Part-time)
Received receipts from employees, added up expenses, entered totals spreadsheet, made payments, and categorized and filed receipts

Education and Training		

Lincoln Technical Institute	        Columbia, MD	10/14-Present
Automotive Master Technician (Almost done)

Walter Johnson High School	Bethesda, MD	2013
High School Diploma

[image: MCBD06642_0000[1]]

Reviewing Resumes

The resume on the previous page demonstrates many of the positive qualities that a recruiter may be looking for. Despite some omissions and errors, a recruiter knows that he: 
· is following his career path as a Service Technician 
(He worked for CarFast, Inc. and then got a job at Arlington Garage)
· has experience and is using his skills currently
(Several years of “on the job experience” at Arlington Garage)
· is pursuing relevant education
(Enrolled at Lincoln Technical Institute)
· has demonstrated on the job stability
(He stays in each job for several years)
· has an ongoing interest is his career 
(Antonio began to work at Carfast, Inc. to learn more about the auto industry. He then took classes at Lincoln Technical Institute to further his career)
· is “flexing his muscle” by highlighting his industry-specific skills. 
(By listing the courses he has completed, Antonio has demonstrated that he has what it takes to succeed in his industry)

Let’s look at his resume section by section to see what we can do to improve Antonio’s resume.

Section 1	Appearance and Formatting

What do you think about the overall appearance and formatting of his resume? Has Antonio:
· 
· Aligned the margins?
· Spelled correctly?
· Formatted consistently?
· Used a 12 point font?
· 
Correctly used past and present tense?
· Listed jobs in chronological order?
· Included all employment dates?
· Addressed employment gaps?



Some of his margins do not line up, there are spelling errors, some of his margins do not line up, some text is smaller or uses a different font, his most recent job is listed in the present tense, and his 2nd and 3rd jobs are out of sequence. There are no employment gaps between his jobs, so he does not need to worry about gaps. If he stays unemployed for too long, he can talk about the classes he is taking to improve his skills.
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Reviewing Resumes

Section 2	Contact Information

Antonio vasquez
2345 South St, Apt. 475
Alexandria, VA 22312
(703) 555-5555
AutoGenius@hotmails.com

“vasquez” needs a capital “V.” Spelling out street addresses always appears more professional. What do you think about his email address? AutoGenius@hotmails.com sounds unprofessional. Is it hotmails or hotmail?


Section 3	Career Summary and Goal

An Automotive Master Technician Student taking classes at Lincoln Technical Institute seeking a mechanic job with great benefits and promotions. 

It’s great that Antonio has a career summary and goal at the top; however, it looks as though he could promote his strengths a little better and be more specific about his goal. Also, do you think it’s a good idea to say that you are looking for “great benefits and promotions” before you have even started the job? 

Section 4	Skills



Completed Courses:
Electric
Transmissions
Engines  and Cooling
Breaks, Steering and Suspension
Management and Shop Procedures
Additional Skills:
Computers
Basic accounting and spreadsheets
Bilingual (english/Spanish)
An outgoing Team Player
Costumer Service Skills


Antonio has covered the basics for content, but has he listed enough details? In the skills area, he needs to be more specific about “Electric, Transmissions, Engines and Cooling, and Computer.” What kind of “Electric, Transmissions, Engines and Cooling, and Computer” skills does he have?

[image: MCBD06642_0000[1]]

Section 5	Content (Work History)

Arlington Garage	Arl., VA	06/15-present
Auto Service Technision
· Look at and diagnose bad cars ; figure out what is wrong and then fix stuff, get the parts from the shelf and write it down, change things and parts and write it down, and work with belts, and axles
· Preform preventative maintenance, such as oil changes, lubrications, and replace transmission, brake and radiator fluids

“Look at and diagnose bad cars ; figure out what is wrong and then fix stuff” is too vague. Antonio needs to talk about the repairs he can do. He listed “and write it down” on 2 occasions. Does this matter? He can “work with belts,” but what kind of belts? At the second bullet, the text is too small and there’s an error. “Preform” or “perform?” If Antonio looks at a job description for an “Auto Technician,” he can see what information he should include. It also important to note that Antonio no longer works for Arlington Garage, so the job description should be in the past tense. “Look at and diagnose bad cars” should be “Looked at and diagnosed bad cars”

Booksfree.com	Vienna, VA	10/09-11/12
Warehouse clerk
· Conducted inventories , stocked merchandise, evaluated merchandise for condition, and removed damaged merchandise from inventory with scanner
· Classified outgoing mail by zip codes
· Cleaned floors , accurately pulled, packed, and shipped orders .

Based on the dates of employment, this job should be listed third. There are some spacing and formatting errors, and it looks like some of the details are not necessary. It may not matter that he “cleaned floors” for his next job. Could he be more specific and provide some quantities? Why did he categorize mail by zip codes? How many orders did he pull each day?

CarFast, Inc.	Alexandria, Va	12/12-06/15
Bookkeeper (Part-time)
· Received receipts from employees, added up expenses, entered totals spreadsheet, made payments, and categorized and filed receipts

Antonio could mention the software he used to “enter totals” and that he “ordered car parts” to reinforce his knowledge of parts and interest in the field.


[image: MCBD06642_0000[1]]

How do you know what to include or what matters? 

Many times we focus on what we want to say instead of what the recruiter wants to see. Put the employer’s needs first!

Antonio realizes that his resume needs more “proof” that he is the right candidate, so he looks at some job descriptions he is interested in to help guide him for his content. He realizes that by adding more specific details and using the terminology of his field, his resume becomes more impressive and relevant. He also realizes that different jobs may need different resumes.


Section 6	Education

Lincoln Technical Institute	        Columbia, MD	10/09-Present
Automotive Master Technician (Almost done)

Walter Johnson High School	Bethesda, MD	2003
High School Diploma

Antonio should list how many credits or courses he has taken instead of saying that he is “almost done.” Should he list his High School Diploma? Since most of the jobs he is applying for require a High School Diploma, he should leave it in. 

[image: MCj00980390000[1]]

If Antonio addresses all of the concerns we have mentioned and customizes his resume to the job description he is seeking, he greatly increases his chances for an interview. 
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   Antonio Vasquez
  2345 South Street, Apt. 475
   Alexandria, VA 22312
     (703) 555-5555
 MasterTechnician@hotmail.com


A bilingual (English/Spanish) Automotive Master Technician Student currently enrolled at Lincoln Technical Institute seeking an entry-level Automotive Service Technician position with career potential and opportunities for on-the-job training. 


Completed Courses:
· Basic and Advanced Electric
· Manual and Automatic Transmissions
· Gas Engines and Cooling Systems
· Brakes, Steering and Suspension
· Management and Shop Procedures
Additional Skills:
· Microsoft Office, Internet and Email
· Basic accounting and spreadsheets
· Bilingual (English/Spanish)
· An outgoing Team Player
· Customer Service Skills


Work History		
Arlington Garage	Arlington, VA	06/15-present
Auto Service Technician
· Evaluated and diagnosed faulty vehicles using Digital Automotive Tester (DAT)
· Repaired motors, changed valve springs, gaskets, and valve covers; replaced timing belts, headers, exhaust systems, transmissions, intake manifolds, brake disks, and radiators
· Performed preventative maintenance, such as oil changes (used Oil Light Reset Tool OR300), lubrications, and replaced transmission, brake and radiator fluids

CarFast, Inc.	Alexandria, VA	12/12-06/15
Bookkeeper (Part-time)
· Received receipts from employees, added up expenses, ordered car parts, entered totals into Excel spreadsheet, made payments to vendors, and categorized and filed receipts

Booksfree.com	Vienna, VA	10/09-11/12
Warehouse Clerk
· Conducted inventories, stocked merchandise, evaluated merchandise for condition, and removed damaged merchandise from inventory with scanner
· Classified outgoing mail by zip codes to save on shipping charges
· Accurately pulled, packed, and shipped up to 400+ orders per day

Education and Training		
Lincoln Technical Institute	Columbia, MD	10/14-Present
Automotive Master Technician (9 Courses Completed)

Walter Johnson High School	Bethesda, MD	2013
High School Diploma


[image: MCj04240640000[1]]

Based on the errors we have identified, Antonio has made corrections. His resume is better, but do we know if he has exceeded his employer’s expectations? 

Accomplishments and On-the-Job Achievements (Don’t forget to add them!)

Antonio forgot to mention his promotion from “Auto Service Assistant” to “Auto Service Technician.” While working as a Bookkeeper for CarFast, Inc., Antonio was named “Employee of the Month” on several occasions; one time he discovered an error that saved his employer thousands of dollars. At Booksfree.com, Antonio supervised a team of 7 workers to consistently and accurately meet inventory deadlines. He was technically a “Warehouse Team Leader,” but you would never know it by reading his resume.

Work History		
Arlington Garage						Arlington, VA	06/15-present
Auto Service Technician
· Evaluate and diagnose malfunctioning vehicles; repair motors, change valve springs, gaskets, and valve covers; and replace timing belts, headers, exhaust systems, transmissions, intake manifolds, brake disks, radiators and axles
Auto Service Assistant
· Performed preventative maintenance, such as oil changes, lubrications, and replaced transmission, brake and radiator fluids
· Promoted to Auto Service Technician after successfully completing training classes and scoring 97% on final exam 

CarFast, Inc.	Alexandria, VA	12/12-06/15
Bookkeeper
· Received receipts from employees, added up expenses, ordered car parts, entered totals into Excel spreadsheet, made payments to vendors, and categorized and filed receipts
· Recognized as “Employee of the Month” for March 2004, August 2004, and April 2005
· Identified billing error which saved his employer $5,000+ dollars per year

Booksfree.com	Vienna, VA	10/09-11/12
Warehouse Team Leader
· Trained and supervised a team of 7 employees to conducted inventories, stock, evaluate merchandise and remove damaged merchandise from inventory with scanner
Warehouse Clerk
· Conducted inventories, stocked merchandise, evaluated merchandise for condition, and removed damaged merchandise from inventory with scanner
· Classified outgoing mail by zip codes to save on shipping charges
· Promoted to Warehouse Team Leader for accurately and consistently pulling, packing, and shipping up to 400+ orders per day
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Antonio Vasquez								   (703) 555-5555
2345 South Street, Apt. 475	Alexandria, VA 22312	MasterTechnician@hotmail.com

A bilingual (English/Spanish) Automotive Master Technician Student currently enrolled at Lincoln Technical Institute seeking a senior level Automotive Service Technician position with career potential and opportunities for on-the-job training. 
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Completed Courses:
· Basic and Advanced Electric
· Manual and Automatic Transmissions
· Gas Engines and Cooling Systems
· Brakes, Steering and Suspension
· Management and Shop Procedures
Additional Skills:
· Microsoft Office, Internet and Email
· Basic accounting and spreadsheets
· Bilingual (English/Spanish)
· An outgoing Team Player
· Customer Service Skills


Work History		
Arlington Garage	Arlington, VA	06/15-present
Auto Service Technician
· Evaluated and diagnosed faulty vehicles using Digital Automotive Tester (DAT)
· Repaired motors, changed valve springs, gaskets, and valve covers; replaced timing belts, headers, exhaust systems, transmissions, intake manifolds, brake disks, and radiators
Auto Service Assistant
· Performed preventative maintenance, such as oil changes (used Oil Light Reset Tool OR300), lubrications, and replaced transmission, brake and radiator fluids
· Promoted to Auto Service Technician after successfully completing training classes and scoring 97% on final exam 

CarFast, Inc.	Alexandria, VA	12/2012 – 06/2015
Bookkeeper
· Received receipts from employees, added up expenses, ordered car parts, entered totals into Excel spreadsheet, made payments to vendors, and categorized and filed receipts
· Recognized as “Employee of the Month” for March 2004, August 2004, and April 2005
· Identified billing error which saved his employer $5,000+ dollars per year

Booksfree.com	Vienna, VA	06/2009 – 09/2015
Warehouse Team Leader
· Trained and supervised a team of 7 employees to conducted inventories, stocked, evaluated merchandise and removed damaged merchandise from inventory with scanner
Warehouse Clerk
· Conducted inventories, stocked merchandise, evaluated merchandise for condition, and removed damaged merchandise from inventory with scanner
· Classified outgoing mail by zip codes to save on shipping charges
· Promoted to Warehouse Team Leader for accurately and consistently pulling, packing, and shipping up to 400+ orders per day

Education and Training		
Lincoln Technical Institute	Columbia, MD	10/14- Present
 Automotive Master Technician (9 Courses Completed)

Walter Johnson High School	Bethesda, MD	2013
 High School Diploma
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[bookmark: _Toc412546997][bookmark: _Toc422991226][bookmark: _Toc507666762]Finding a Job to Apply For

Let’s look at Sheniqua. She’s got a great resume with customer service experience, and wants to be a banquet server. She wants to be home in the morning to send her kids off to school and can work afternoons and evenings while her sister watches the kids. She does a job search using a job title and location (“Banquet Server” and “Washington, DC”) to see what is available. 

She discovers that there are 41 jobs that meet her criteria, and although she will apply for most of them, she decides to start with the Banquet Server position with Westin Hotels as it’s not too far from her home. She clicks on the job title to learn more about the job. After reading the description, Sheniqua believes that she has found the right job for her.

[image: ]

She uploaded her resume and it automatically filled in most of the fields on the application. Then she filled in the rest and attached her resume and a cover letter. 

Most importantly, she filled out her job action plan!  Keep that action plan up-to-date and record every activity – applications filled out, thank you letters sent, interview calls. Track it all!


[bookmark: _Toc507666763]Job Search Log
	
JOB SEARCH LOG

Name:  ________________________________
Week of: ______________________________

Instructions:  Each time you apply for a job, write the name of the business and contact information including the website address and job title.  Write the date for each part of the process in the appropriate columns to the right.

	Resume Sent

	Cover Letter Sent
	Paper Application
	Electronic Application
	Assessment / Test
	Interview / Recruiter
	Interview / Manager
	Thank You Letter Sent
	Follow-up Call Made

	


	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /

	


	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /

	


	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /

	


	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /

	


	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /

	


	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /
	 /

	
	
	
	
	
	
	
	
	
	






[bookmark: _Toc412546998][bookmark: _Toc412546999][bookmark: _Toc422991244][image: MCj04125940000[1]]Cover Letters

[bookmark: _Toc412547002][bookmark: _Toc422991245][bookmark: _Toc507666764]While most employers don’t ask for or read cover letters for entry and mid level positions, cover letters can be very effective.  Think about it.  What message are you sending to an employer when you send a well-written cover letter?

Sending a cover letter sets you apart and provides greater detail about your qualifications.  If your resume is a list of your experience and accomplishments, your cover letter reflects on your experience and demonstrates how the company can benefit from hiring you.

Your cover letter is a marketing tool and a chance to be “heard.”  What would you say to the employer if you had a minute or two to talk about your interest in the position?  Focus on the employer. Review the job description and make sure that your cover letter demonstrates that you understand the job and meet the requirements.  

Customize your cover letters.  Put in some words/phrases that match that employer – show that you really read the job description and know something about the company.  

[bookmark: _Toc426017031][bookmark: _Toc511743469]What Does the Employer Want to Hear from You?

As you read a job description, think of it as a “shopping list” for the employer.  The employer has carefully identified the skills and qualities they are seeking for the ideal candidate.  

Sheniqua’s Cover Letter

Sheniqua Morris
2345 South Street, Apt. 475, Arlington, Virginia 22312
(571) 555-5555 • Sheniqua.Morris@gmail.com


March 10, 2019

Human Resources
Rosslyn Hotels and Resorts
3934 Wildon Street
Arlington, VA 22207

Dear Ms. Bainbridge:

I am very excited to apply for the position of Banquet Server as posted on hcareers.com. My excellent customer service skills and experience in serving would make me a great fit.  

I’ve recently completed the Goodwill Hospitality Training program and received certifications in Customer Service Gold, Guest Room Attendant and Restaurant Server. Recently I was a receptionist for Johnson and Jones Law Firm where I handled and directed multiple calls a day, always with a smile on my face and in my voice. At IHOP, I started as a hostess and was promoted to waitress after three months. I loved serving and was delighted to be Employee of the Month.  

I would be delighted to work for a hotel that delivers “world-class service, elegance, and charm.” I can be reached at 571-555-5555 or Sheniqua.Morris@gmail.com.  

Sincerely, 

	Sheniqua Morris

Sheniqua Morris
[bookmark: _Toc412547003][bookmark: _Toc422991246][bookmark: _Toc507666765]
Cover Letter Format
Name 
Address 
City, State, Zip Code 
Phone Number 
Email Address

Date 

Employer Contact Information (if you have it)
Name 
Title 
Company
Address 
City, State, Zip Code 

Dear Mr./Ms. Last Name, (If you do not have a contact name, write Dear Recruiter) 

The “Introduction” lets the employer know what position you are applying for, why the employer should select you 
for an interview. 

The “Body” should describe what you have to offer the employer. Mention specifically how your qualifications 
match the job you are applying for. This is an opportunity to show more of your personality and describe your unique qualities and successes on the job.

The “Closing” is used to thank the employer for considering you for the position. Include information on how you can be reached. 

Sincerely, 

Handwritten Signature (for a mailed letter) 

Typed Signature
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[bookmark: _Toc422991247][bookmark: _Toc507666766]The Email Cover Letter

When you apply for a job via email, it is best to (1) copy and paste your cover letter into the message area, (2) attach your resume, (3) identify the job title you are applying for in the “Subject” line (WRITE: Candidate for ______ Position), and then (4) enter the email address to the recruiter in the section marked “To:” 

By working from the bottom up, you are less likely to forget to include your cover letter or attach your resume. What would an employer think about you if you forget to attach your resume?





[bookmark: _Toc422991230][bookmark: _Toc507666767]Did you say “Interview?” Getting “The Call”
Sheniqua submitted approximately 10 resumes and applications last week. Her hard work has paid off! She has received a call from Susana Bainbridge, the Recruiting Manager at Rosslyn Hotel and Resorts. Sheniqua saw the call and ignored it since she didn’t recognize the number. Was this the right thing to do?
Then she thought about it and decided maybe it was a call from the Rosslyn Hotel. Sheniqua called the number back without listening to the voicemail. Was this the right thing to do? Her call immediately rolled over to voicemail, so she hung up. Was this the right thing to do?

Twenty minutes later, Sheniqua returned the call again. The call immediately rolled over to voicemail, so she hung up again. Was this the right thing to do?

Recruiters are busy people. Much of their time is spent on the phone, so it’s unlikely that you will be lucky enough to actually reach them when you are returning their calls. Most phone systems track calls, so calling and hanging up several times may be considered annoying and not professional. Keeping this in mind, it is beneficial to expect that you will have to leave a message and plan out your message in advance. Out of frustration, Sheniqua decides to leave a message. She says:

“Hi! Sorry I missed your call. I was at the park with my daughter. Did you call me about the job? Call me back. Thanks!”

Sheniqua spoke clearly and politely when she left her message. Do you think that her message could be improved upon? If so, how? What would you have said?







[bookmark: _Toc507666768]Think about your own phone and email.
· Is your voicemail set up? 
· What is your outgoing message? Is it professional, and does it state your name and number and ask callers to leave a short message? 
· Is your ringtone appropriate for a professional image? 
· Do you actually check your voicemail messages? 
· Do you ignore your voice mail and just call back missed calls – “Did you call me?”
· Is your voicemail box full and no one can leave a message?  
And how do you answer your own phone?

How about your email?
1. Is it professional or is it “foxxydude10”?  Which email is going to get you the job? Sheniqua.morris@gmail.com or foxxychik25@gmail.com? 
2. Do you check your email on a daily basis?
3. Do you check your spam folder on a daily basis?

[image: C:\Program Files\Microsoft Office\MEDIA\CAGCAT10\j0332268.wmf]
[bookmark: _Toc422991231][bookmark: _Toc507666769]Leaving a Voicemail Message

Leaving a message is an opportunity to demonstrate that you possess strong communication skills. What else could your message convey to a potential employer?

Your message should be brief and clear. Speak with a smile, and be sure to address the person by their name if possible, introduce yourself using your name as it appears on the application. Then say why you are calling, the best time to reach you, your phone number, and your interest in hearing back from the employer. 

“Hello Ms. Bainbridge. My name is Sheniqua Morris and I am returning your call regarding the Banquet Server position. I’m sorry I missed your call. I am available to speak with you for the rest of this afternoon or tomorrow morning until 11:00 am. The best number to reach me at is 703-555-5551. I look forward to speaking with you soon. Have a wonderful day!”

What might a Recruiter appreciate about this message?

Susana Bainbridge hears Sheniqua’s message and returns the call within the hour. This time while Sheniqua doesn’t recognize the number, she picks right up.  Ms. Bainbridge thanks her for her online submission and tells her that she would like to ask her a few questions about her experience - this is normal and is called a Phone Screen. Ms. Bainbridge asks:

· Tell me a little about yourself and why you are interested in this position.
· What did you do in your previous job? Why are you interested in leaving your job?
· Tell me about your customer service experience.
· Tell me about a time you worked with a team to complete a task or project.
· What shifts are you able to work?
· What is your availability for interviewing?

Although Sheniqua stumbles a little on some of her responses, the upbeat tone of her voice and responses demonstrate that she is a good candidate. She is scheduled for an in-person interview next Monday morning at 9:00am. Sheniqua gladly writes down the details of where she will meet Ms. Bainbridge, the time, date, etc. She is instructed to bring 2 copies of her resume, a photo ID, and proof of her eligibility to work in the USA.

Sheniqua adds these details to job action plan, thanks Ms. Bainbridge, and says that she looks forward to meeting her in person next week. Several minutes later, her excitement has changed to fear. If she is sure that she is the right person for the job, why is she so nervous? 

Sheniqua still has several days to prepare. What can she do to feel more confident? 

[bookmark: _Toc422991232][image: MCj01965420000[1]]Preparing for an Interview

A little preparation goes a long way and can give you that extra bit of confidence you need to do well during an interview. 


Learn about the Employer
· Review the job description (requirements and preferred skills) again and compare it to your work experience and qualifications. Focus on what the employer is seeking, not what you expect from the job. If you are not interested in them, why should they be interested in you?
· Research the company so that you understand their mission. Print company information to take with you so that the interviewer can see how prepared and interested you are in the job. Think about the job you are applying for and how it helps the employer to achieve their goals.
· Write down several questions to ask about the job. Do not ask about benefits, money, or how you can personally benefit from the job. 

Do a “test drive” to the location of the Interview 
· Go to where you will interview before the day of the interview. If your interview is at 9:00am, be sure to “test” the traffic at that hour.
· Just in case something happens, call a friend and make a backup plan for transportation. 

Plan your interview clothing
· Try on your interview outfit the day before! 
· Make sure your interview clothes are clean, neat and pressed
· Dress professionally, no matter what the position

Don't forget to bring….
· 2 copies of your resume
· Your completed application if required. Print it in advance, complete it at home, and bring it with you to the interview
· ID, Social Security card, proof of eligibility to work documents (if applicable), certifications, school transcripts, and letters of recommendations
· 2 pens, a notebook, breath mints (not gum!)

Practice Makes Perfect
· Review common interview questions, formulate answers, and practice your responses
· Practice your answers as many times as possible! It’s beneficial to do a “warm up” interview right before the real interview as a reminder of why you are the right candidate for the job
·  out loud in front of a mirror
· with a friend, 
· alone
· record yourself on your phone

[bookmark: _Toc507666770]

Body language and Power Posing!
Body language affects how others see us, but it may also change how we see ourselves. Social psychologist Amy Cuddy shows how “power posing” — standing in a posture of confidence, even when we don’t feel confident — can affect testosterone and cortisol levels in the brain, and might even have an impact on our chances for success.  Let’s look at the video and practice it ourselves!

https://www.ted.com/talks/amy_cuddy_your_body_language_shapes_who_you_are?language=en


[bookmark: _Toc422991233][image: MCj01965420000[1]]During the Interview

Making a positive first impression
· Plan to arrive 5 – 10 minutes early, but no more than 10 minutes early.
· Turn your cell phone off!
· Confidently walk in, introduce yourself and offer a firm handshake to the interviewer.
· Offer a copy of your resume to the interviewer and have extra copies available. Carry a folder to store your resumes, extra writing paper for notes, and a pen.

Answering questions
· Maintain your posture at all times. Don’t cross your arms, fidget in your chair, drum your fingers or feet, play with your hair, or touch your face excessively.
· Maintain eye contact. It’s a sign of confidence and honesty.
· Speak up! The interviewer will not know how wonderful you are if you can’t be heard.
· Smile. No matter what the position, a smile is your best asset!
· Give clear answers and examples that prove your qualifications for the position.
· Be professional, AND try to be yourself.

Asking for the job
· As one of your last questions, ask what the next step will be.
· Re-state your interest in the position, thank them for the opportunity, and let them know that you look forward to hearing from them.
[image: MCj02380200000[1]]
After the Interview

· At the end of the interview, shake the interviewer’s hand, thank the interviewer for his or her time, and ask for a business card.
· At home, evaluate the interview to determine what went well, and what might have gone better. Was there anything you forgot to mention?
· Within 24 hours, follow-up with a “thank you” letter indicating your interest in the position. Be sure to reference key strengths mentioned in the interview. If you forgot to mention an important detail during the interview, use the “thank you” letter to mention this detail. Have someone else proofread your “thank you” note. If it is full of errors, it could cost you the job! If you do not hear back from the interviewer, follow up to reaffirm your interest.



[image: MCj03325460000[1]]
[bookmark: _Toc422991234]Interview Responses

When the interviewer asks Sheniqua, “Tell me about a time you went ‘above and beyond’ to please a customer,” how should she respond? She is service-oriented and always makes an effort to make the customer happy, so her first instinct is to say, 

“I like to make people happy, so I’m always nice to them. I always offer to do extra and they appreciate it.”

Her response sounds “nice,” but she didn’t really say anything memorable or “sell” her skills. What do you think of her response? What image did her answer create in your mind? If you were an Interviewer, would you remember her story? What if she said:

“While working as a receptionist  for Johnson and Jones Law Firm last summer,a vice president called me needing a room at the last minute. I checked the calendar and found a meeting room on the 3rd floor of the building. 

I called the VP to let him know, asked him what room set up he needed and he gave me all the details. I then coordinated the set-up of the room with the logistics team and then asked the IT department to set-up a laptop and LCD projector for his presentation. 

After the meeting, the VP personally thanked me for helping out. He said that he ‘couldn’t have done it without me’ and appreciated that I was ‘on top of the necessary details’ to make the meeting run smoothly.”

What would you think about this answer if you were the interviewer? Her answer painted a clear and memorable picture of her work ethic and desire to contribute to the team. It’s now clear that Sheniqua is willing to go above and beyond and can provide great service while maintaining customer relationships. Doesn’t she sound like a great match for Rosslyn Hotel and Resorts?

Let’s now talk about how to give really great answers!
[image: Image result for job interview pictures black]
[bookmark: _Toc422991235]Providing great answers using the SAR Method (Situation + Action = Result)

Great answers usually consist of three parts. The best way to respond is to provide answers that are “sequential,” which means that your answer will follow the timeline in which they occurred.

Situation (Challenge)	Beginning		Past
Action		Middle		Present
Result		End		Future

Let’s take a look at Sheniqua’s second answer to see how this applies:

1. What was the challenge?
A Vice President called me needing a room at the last minute.

2. What action did Sheniqua take?
I checked the calendar and found a meeting rooms on the 3rd floor of the building 

I called the VP to let him know, asked him what room set up he needed and he gave me all the details. I then coordinated the set-up of the room with the logistics team and then asked the IT department to set-up a laptop and LCD projector for his presentation.

3. What was the result?
After the meeting, the VP personally thanked me for helping out. He said that he ‘couldn’t have done it without me’ and appreciated that I was ‘on top of the necessary details’ to make the meeting run smoothly.”

[image: MCj03978570000[1]]
Be sure to “paint” a memorable picture with your words. Provide relevant and specific details about the challenge so that the interviewer begins to picture your story in his or her head. Imagine that you are describing a movie, and you are the star!

[bookmark: _Toc507666771][image: http://dev.antistaticdesign.com/uploads/whats_your_story.png]
[bookmark: _Toc507666772]GAPS:  What’s YOUR story?

Just about all of us have some gaps in our work history. Any employment gap, short or long, has a story and you need to be able to explain it well, free of negative energy. If you are unemployed due to relocation, you may find it easier to discuss the situation. However, a family crisis, company downsizing, personal health issue, quitting a job, or termination presents more of a challenge.

As you discuss your gap, do it in a confident, unbiased manner. Each word you chose matters. It is best to be clear and succinct. Briefly describe the situation, and move forward. If you dwell on the details, you may accidentally say too much. Rambling also shows nervousness about the situation which can raise a red flag to the interviewer.

So, what should YOU say? 

Begin with your job title, the company and the length of time you were there. State what was going well or some details that you enjoyed about the job or environment. Describe the challenge you faced that led to your termination or separation from your employer. Discuss what you have learned from the experience and how you are now better prepared for the next job.
1) [image: ]I worked at ACME SECURITY as a Security Guard for over 2 years. The job was going very well for the first year and a half, but then I started a 2nd part-time job to earn some extra cash. I accidentally fell asleep at work one day, so I was terminated. I learned that I need to balance better and give priority to my first employer.
[image: ]2): I worked as an Accountant for the largest airline in Ethiopia for 8 years. It was a great job, and I received several promotions while working there. About 6 months ago, I was fortunate to have the opportunity to relocate to the USA. I am eager to get back to work, and I am prepared to start in an entry-level position so that I can stay in my field and continue on my career path. 


[image: image]3): I worked at &Pizza for six months and really loved it. A new manager shifted everyone’s hours and I dropped from full time status to part-time with mostly on-call hours. I really need full-time hours so I had to leave. I was sad to go because I really enjoyed the job. 


[image: MCj02330800000[1]]
4): I worked as a Teller for MEGA BANK for close to 3 years. I liked performing transactions and helping customers yet yearned to make my hobby into a real job.  In school, I had studied Baking and Pastry and had even been making cakes for my neighbors and friends for years. While it may not seem like a wise decision in a tough economy, I resigned from my job so that I could focus on desserts. My manager wished me well and said that I was “always welcome back.”
[image: MCj04359830000[1]]
5): I worked as a Janitor for DC HOTEL for 6 months and I enjoyed working with the team to maintain the appearance of the hotel. Unfortunately, my grandmother in North Carolina became ill and I had to leave the job to take care of things. Now, all the challenges are resolved and I’m eager to get back to full time paid work.  


[image: MCj02330220000[1]]6): I worked as a Cashier for DESIGN STAR CLOTHING for about 2 years. I was doing well and was promoted twice. One day, I processed a return for my sister and gave her the full amount back despite not having a receipt. My manager checked it later and told me my sister had used my employee discount, against company policy. I learned the hard way to triple check everything.  



[image: MCj03325460000[1]]Tell me about yourself?
This is your 30 second elevator pitch.  Focus on the big picture. Keep the information sequential. Talk about relevant education and experience. Quantify whenever possible. Demonstrate that you are on a career path, know your abilities, and have goals. (Do NOT talk about marital status, babies, disability, religion, health, age, ethnicity, race, etc.)
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

What are your strengths?  Offer strengths that fit the culture of hospitality; it’s service-based, fast paced, requires dedication and often long hours. Strengths that impress: delivering results, teamwork, communication, working under pressure, excellent guest service skills/pride in guest service, being organized and focused, problem solving, performing well under pressure, having a positive attitude, eager to learn, taking initiative, and attention to detail. Give concise examples that show off your skills and talents.
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

What are your weaknesses? This is a challenging question—if you have no weaknesses you are obviously lying! Be realistic and mention a small work-related flaw. Emphasize what you've done to overcome it and improve. This question is all about how you perceive and evaluate yourself.
and talents
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



Why should we hire you for this position?
This is the same as your 30 second interview!  Prepare for this question before you go to the interview. Re-read the job description, look at photos of the hotel and imagine yourself on the job. Think about how you would exceed the employer’s expectations. Explain why you make a good employee, why you are a good fit for the job and the company, and what you can offer. Keep it succinct and highlight your achievements. Don’t speak in general terms, “because I love pleasing people” or say "because I need a job". 
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

Why do you want to work for us? Or what do you know about us? 
This is a simple question but one that leaves a lot of people stumped. Hotels take enormous pride in what they do and how they do it; it’s important for them to find someone who knows how they operate and what they have achieved. Be sure to look into the company’s prominent staff, awards the company has won, what you have heard about the hotel, what sets them apart from the competition, and your personal experiences – if you’ve stayed at the hotel. Make it conversational and relate it back to why it interests you.

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

Tell me about a time you worked with a team to complete a task or project.
Provide an example that demonstrates you work well with your team and appreciate the contributions of others. If you learned a new skill in the process, be sure to mention it.

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
 
What are your Career Goals in the Hospitality Industry? (What is your 5 year goal?)
Make sure that you understand the steps necessary to reach your career goal. Talk about what you will do on the job to earn recognition and promotional opportunities. If your goal requires additional education or training, describe how you will follow through. If you are not completely sure, focus on the role you are applying for and where it might take you.

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

What would your previous supervisors or coworkers say about you? 
Many candidates say that they don’t know. Such a response makes the candidate raises eyebrows.  Think about the positive things your supervisors or coworkers have said to you or about you to your colleagues. Using an actual quote is a great way to respond.  Here’s a great place to talk about your strengths!

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
 
What would you do if a guest starting screaming and yelling at you?  This question goes to your ability to stay cool, calm and collected and not react. Think of an example when a customer was very angry and you had to respond calmly and effectively – without resorting to calling your manager.  Think of your Customer Service gold training! 

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



If you knew your supervisor was wrong about a particular situation, how would you handle it? (How would you resolve a confrontation with your peers or your boss?)
The interviewer may be trying to determine if you have the skills to resolve conflict and show respect. Show that you know to quietly pull a supervisor aside and ask for clarification on the procedure. Focus on the facts and the problem, not the person – no blaming. Demonstrate maturity and a solutions-oriented approach to the challenge. Tip:  speak in a low calm voice!

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

How do you handle stressful situations and working under pressure? (Describe a challenge in which you were extremely stressed. How did you cope? Describe how you work under pressure and changing priorities.)
Give a specific example of a stressful challenge and how you dealt with it. List a few tools you use to help you, such as to-do lists, etc. It is okay to say that you will ask for assistance when the job is more than what you can handle. If you work best under pressure, be sure to explain why.

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

How do you define customer service? What are some behaviors that describe this skill? This question pushes you to share a story about your customer service skills – a time that you showed exemplary customer service! Go beyond eye contact, greetings and give examples. 
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________


Tell me about a time you changed an unhappy customer to a happy one. This is similar to the question above but gives you the opportunity to ‘up your game’. This question is designed to test your problem solving skills, sense of teamwork, diplomacy and tact. Describe what occurred, how you resolved it, and the customer’s response to how you handled the challenge.

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

Do you prefer working with others or alone?
The hospitality industry requires that all employees are able to do both but make sure you stress TEAMWORK first. If you do have a preference, be sure that you highlight how your preference for working alone or with others is advantageous, and then show that you are also able to work the other way too.

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

Tell me about a time you went “above and beyond the call of duty”.
This question invites you to shine and also tells the employer how high you have set the bar for excellence. Be sure to share an example that required extra effort – more is better here – and reflects that you were personally invested in a positive outcome. Avoid examples where you had to go “above and beyond” to fix your own mistake. 

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
 


What questions do you have for me? 
Have several questions prepared. This shows you have done some research and are eager to know and learn as much as possible. Use questions that focus on you becoming an asset to the company. Avoid generic questions, like "how soon can I start if I were to get the job?" 

________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
[bookmark: _Toc422991236] 
[image: MCj02346410000[1]]Ask questions during an interview!

During a typical interview, the interviewer will ask a series of questions and then allow the interviewee to ask questions. When nervous and concerned about making a good impression, many interviewees either forget or are afraid to ask questions. 

What do YOU usually say when asked, “Do you have any questions for me?” 

Most interviewees say, “Nope! You’ve answered all my questions already.” However, not asking questions is often perceived as a lack of interest in the job. Remember that an interview is merely a conversation for both parties to determine if you're the best fit for the job. 

Not asking questions is passing up a chance to stand out from the competition. In this economy, employers are really seeking candidates who ask quality questions and demonstrate that they have put a lot of thought into the job and company or organization.

Prepare Questions in Advance

Using the job description and information available about the company, prepare several questions that will most likely not come up in the interview. Write your questions down so that you will be able to review them when asked, “Do you have any questions for me?”

Sample Questions to Ask in the Interview

· What would you consider to be the most important aspects of this job? 
· What are the skills and attributes does your company value most? 
· Tell me about one of your top performers, what do they do differently? 
· What qualities are you seeking for the new hire?
· Could you describe a typical day or week in this position? 
· Tell me about your career at <Company’s Name>? What have you enjoyed most? 
· What are the next steps in the interview process? 
· May I have your business card so that I may follow up with you?


[image: MCj04118600000[1]]

[bookmark: _Toc422991238][bookmark: _Toc507666773]Thank You Letters

Sheniqua’s interview with Ms. Bainbridge went very well. She did her research about the hotel ahead of time and even wrote down several questions to ask during the interview. She arrived on time, dressed professionally, maintained good posture and eye contact, and was able to answer each of the interviewer’s questions with ease. 

Halfway through the interview, her cell phone rang. Sheniqua apologized and turned off her cell phone without looking at it immediately. Ms. Bainbridge mentioned that she liked that Sheniqua had completed relevant training and taken the initiative to learn about the Hospitality industry.

At the end of the interview, Sheniqua affirmed her interest in the job and stated that she looked forward to an opportunity to “begin her hotel career at Rosslyn Hotel and Resorts.”

Ms. Bainbridge told her that if she is selected to go forward in the process, she will be invited back for an interview with the Department Manager and then meet with the General Manager. If they feel she’s a good match, she will be asked for a drug test and to complete a background check.

Sheniqua was nervous that her current employer would find out she was interviewing with another company, so she asked Ms. Bainbridge if there would be a reference check. Ms. Bainbridge assured her that the references would not be called until an offer is made. She also instructed Sheniqua have two supervisor references ready. What does this mean? Could she list a friend who is a supervisor, but was not her supervisor?

When providing references, be sure to let them know in advance and provide an updated copy of your resume so your references understand what you have presented to the employer. Some employers will stop the hiring process if you cannot provide references or if your references are not responsive. Be sure that the contact information for your references is correct, and if possible, find out the best time to reach them. 

Sheniqua wrote down what she was told, firmly shook Ms. Bainbridge’s hand, and then went home. On the way, she reflected upon her interview and thought about what she should say in her thank you note.  
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[bookmark: _Toc422991239][bookmark: _Toc507666774]Say More Than Just Thank You

Interview thank you letters are probably one of the most important types of business thank you letters. They show the interviewer how much you want the job by expressing your enthusiasm and demonstrating that you are the right person for the job.

Here are some key points to remember when writing job interview thank you letters:

· Keep it short, sweet and to the point – Thank-you letters should not exceed one page.
· Be specific – Reference something that happened in the interview. For example, maybe you enjoyed hearing about a new product line and its success, or you are excited to get involved in the company’s global expansion.
· Sell yourself – Be sure to include a sentence or two about why you are the right person for the job and/or mention an important point you forgot to tell the interviewer.
· Choose your method wisely – Interview thank you letters can be sent either via e-mail, e-mail with a follow-up hard copy, typed hard copy only, or a hand-written thank-you note. Choose your method based on the company culture and the formality of the interview.
· Be prompt – No matter which method you decide to use to send a thank you letter, you will want to send it as soon as possible (this means within one or two days after the interview).
· It is acceptable to mail or email a thank you letter. If you choose to email it, it is best to (1) copy and paste your thank you letter into the message area, (2) identify the purpose of your message in the “Subject” line, and then (3) enter the email address to the recruiter in the section marked “To:” 

Sheniqua decides that even though she knows it’s fine to email her thank you note, she’s going to handwrite it and mail it so it’ll stand out!!!
[bookmark: _Toc422991240]
[bookmark: _Toc507666775]Sheniqua’s handwritten Thank You Letter


Friday, February 19, 2016

Ms. Bainbridge,

Thank you so much for meeting with me today. I enjoyed learning more about the hotel and it was eye-opening to learn how many people work there! I appreciate your sharing your insights and knowledge of the company.  

After meeting with you and touring the hotel, I am further convinced that my strong work ethic, customer service skills and knowledge I gained from the Goodwill Hospitality Training Program will be a great match for this hotel. 

It would be my pleasure to represent a hotel that delivers “world-class service, elegance, and charm.” I look forward to hearing from you soon!

Sincerely, 

Sheniqua Morris
2205 16th Street N
Arlington, VA  22201


[image: C:\Users\DavidA.GW\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\VF04KD86\MC900098039[1].wmf]
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Prepare three to five references that meet the following criteria:

· People who know your strengths and abilities and who you can rely on to be positive about you. They also need to know you well enough to be prepared and able to answer any questions the prospective employer asks and to confirm your resume information.
· References should come from former managers or supervisors or even co-workers who you have worked closely with. They are suitable if you feel they know you well enough to provide an accurate assessment of your work responsibilities and performance.
· Select a good mix of people that can provide information on you. This helps the potential employer to get a full picture. It is quite acceptable to include references other than your previous employers. If you do community or volunteer work, members of these organizations can also be used as references.
· Avoid listing personal friends or family members as possible reference checks. Employers consider these sources of information to be unreliable.
· References must be easily contactable. A potential employer will only get frustrated if they are unable to get hold of your employment references.
· References should be as current as possible. Employers generally check with your most recent jobs first and regard this as the most reliable information.

Before listing the person as a reference check, contact them in advance and get their permission. It will reflect very badly if the prospective employer contacts them and the reference is taken by surprise. Ask the reference, "Do you feel you are familiar enough with my work performance to give a valid reference and answer questions about me?" Or send an email requesting they act as a reference for you.

[image: C:\Users\DavidA.GW\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\LL3H4J7T\check_mark[1].jpg]

Verify the correct spelling of their names, current positions and titles, phone numbers, email addresses. Follow up with an email thanking them for their help, and send it with a copy of your resume so they are familiar with the information that the prospective employer will be asking questions about. Keep them up to date with details of your job interviews. This helps them to be prepared for the phone calls or emails they may get.

[bookmark: _Toc422991243][bookmark: _Toc507666777]Sample Reference Page

Create your job reference page using the same letterhead (your name and contact info) that you used on your resume. This will provide a consistent, professional look.


	
Antonio Marcus
2345 South Street, Apt. 475
 Arlington, Virginia 22312
(571) 555-5555 or (703) 555-5555
AntonioMarcus@Hotmail.com


References__________________________________________________________________

John Anderson
Call Center Manager
WorldWide Communications
78123 Oak Street
Falls Church, VA 22042
Work Phone: 703-XXX-XXXX
Cell Phone: 571-XXX-XXXX
Email: john.anderson@worldwide.com
Relationship: Supervisor
Years known: 4

Arnold Jackson
VP of Communications
WorldWide Communications
78123 Oak Street
Falls Church, VA 22042
Work Phone: 703-XXX-XXXX
Cell Phone: 571-XXX-XXXX
Email: arnold.jackson@worldwide.com
Relationship: Colleague
Years known: 4

Marisa Halsted 
Store Manager
Shopeez
3249 Patrick Henry Drive
Falls Church, VA 22042
Work Phone: 703-XXX-XXXX
Cell Phone: 571-XXX-XXXX
Email: mhalsted@shopeez.com
Relationship: Supervisor
Years known: 1





Your References

Name: ____________________________________________________
Title at his or her company: ___________________________________
Company: _________________________________________________
Street Address: _____________________________________________
City, State and Zip: _________________________________________
Work Phone: ______________________________________________
Cell Phone (if available): _____________________________________
Email address (if available): __________________________________
Relationship to you: _________________________________________
Years known: ______________________________________________

Name: ____________________________________________________
Title at his or her company: ___________________________________
Company: _________________________________________________
Street Address: _____________________________________________
City, State and Zip: _________________________________________
Work Phone: ______________________________________________
Cell Phone (if available): _____________________________________
Email address (if available): __________________________________
Relationship to you: _________________________________________
Years known: ______________________________________________

Name: ____________________________________________________
Title at his or her company: ___________________________________
Company: _________________________________________________
Street Address: _____________________________________________
City, State and Zip: _________________________________________
Work Phone: ______________________________________________
Cell Phone (if available): _____________________________________
Email address (if available): __________________________________
Relationship to you:  _______________________________________
Years known: ______


[image: What You Wish You'd Known Before Your Job Interview]
[bookmark: _Toc507666779]Practice Interview Feedback Sheet

Date: ________________

Student: ____________________	Interviewer: ____________________________

First Impression	
Smile:	Excellent	Good	OK 	Needs Improvement
Confidently Introduced Self: 	Excellent	Good	OK 	Needs Improvement
Handshake: 	Excellent	Good	OK 	Needs Improvement
Professional Clothing/Grooming: 	Excellent	Good	OK 	Needs Improvement
Comment: ___________________________________________________________________________

Non-Verbal Communication		
Posture/Body Language: 	Excellent	Good	OK 		Needs Improvement
Maintained Eye Contact:	Excellent	Good	OK 		Needs Improvement
Appeared Attentive/ Interested:	Excellent	Good	OK 		Needs Improvement
Comment: ___________________________________________________________________________

Verbal Communication		
Voice Clarity: 	Excellent	Good	OK 		Needs Improvement
Volume:	Excellent	Good	OK 		Needs Improvement
Tone of Voice:	Excellent	Good	OK 		Needs Improvement
Comment: ___________________________________________________________________________

Interviewing		
Understood Questions:	Excellent	Good	OK 		Needs Improvement
Responded Appropriately:	Excellent	Good	OK 		Needs Improvement
Provided Detailed, Brief Answers: 	Excellent	Good	OK 		Needs Improvement
Spoke Positively of Experiences: 	Excellent	Good	OK 		Needs Improvement
Able to Discuss Gaps: 	Excellent	Good	OK 		Needs Improvement
Asked Relevant Questions:	Excellent	Good	OK 		Needs Improvement
Comment: ___________________________________________________________________________

Employment Goal and Expectations	
Meets Skills Requirements: 	Excellent	Good	OK 		Needs Improvement
Meets Experience Requirements: 	Excellent	Good	OK 		Needs Improvement
Demonstrated Interest in the Job: 	Excellent	Good	OK 		Needs Improvement
Used Industry Terminology: 	Excellent	Good	OK 		Needs Improvement
Described Clear Goals/Career: 	Excellent	Good	OK 		Needs Improvement
Expressed Realistic Expectations: 	Excellent	Good	OK 		Needs Improvement
Comment: _______________________________________________________________________

Additional Comments		





STAY IN TOUCH

Throughout your career search process, STAY IN TOUCH.  Let us know where you’ve applied so we can support you with those companies and properties!!!   

Janet Hughes
Manager, Employability Skills
(202) 774-4816
Janet.Hughes@ DCGoodwill.org

Let your coach know if you need support, assistance, or just a friendly voice.  We are here to help you get where you want to go!!!

Clennie Murphy
Career Coach
202.816.9193 cell
Clennie.Murphy@DCGoodwill.org 
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SAFETY
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PHYSIOLOGICAL

Self-Actualization - A person’s
motivation to reach his or
her full potential. As shown
in Maslow's Hierarchy of
Needs, a person's basic
needs must be met
before self-actualiza-
tion can be
achieved.
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) Most Visted @ Gelting Started ©* Training Resources, Tr.. (80 Hotels = Jobs, 1000's o... Rl (L unreac) - janethug...

Job Description
Overview:

The Housekeeper will perform any combination of cleaning duties to maintain the cleanliness of guest's rooms in an orderly
manner. Duties may include making beds, replenishing linens, cleaning rooms and halls, and vacuuming.

To perform this job successfully, an individual must be able to perform each essential duty satisfactorily. Reasonable
Accommodations may be made to enable qualified individuals with disabilities to perform the essential functions.

Responsibilities:

* Carry linens, towels, toilet items, and cleaning supplies, using wheeled carts.
* Clean rooms, hallways, lobbies, lounges, restrooms, corridors, elevators, stainways, locker rooms, and other work areas so
that health standards are met.

* Empty wastebaskets, empty and clean ashtrays, and transport other trash and waste to disposal areas.

* Replenish supplies, such as drinking glasses, linens, writing supplies, and bathroom items.

* Keep storage areas and carts well-stocked, clean, and tidy.

* Dust and polish furniture and equipment.

* Clean rugs, carpets, upholstered furniture, and draperies, using vacuum cleaners and shampooers.

*Wash windows, walls, ceilings, and woodwork, waxing and polishing as necessary.

* Hang draperies and dust window blinds.

* Observe precautions required to protect hotel and guest property and report damage, theft, and found articles to
supervisors.

* Remove debris from driveways, garages, and swimming pool areas.

* Sort, count, and mark clean linens and store them in linen closets.
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Qualifications:
Education & Experience:
* Some High School education preferred.
* No prior experience required.
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