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Services Market Place Project

Last Revised on:2/11/2007

Interviewee: Kelly M

Date: November 8, 2006

MEETING MINUTES

Title: Catering Coordinator 

Industry: Catering/Hospitality (18 years of restaurant experience)

Works at a hotel currently and prior to that worked at the I-House.

1. What do you do?

Catering for hotel- Cater many events, Weddings, Bar mitzvahs, Formal Dinners, University Events, etc 
2. How many people work for you?

Core Staff: (non-students)

· 3 Full-Time Assistants

· 5 Full Time Staff

· 20 Temporary Employees

Student Staff: ~20

3. How many shifts do your employees take on?

Core Staff:

· Required to work 40 hours and are scheduled for most events. 

· Core staff is necessary because they are more reliable.

Student Staff: Average # of students at each event about 8-10

· Schedules are extremely flexible no minimum # of hours required

· No minimum shift requirement for temporary employees (students)

· Students come in a sign up for shifts. There are 2 sheets. 1) Schedule of Events for the week by day and time of event 2) Staff Schedule for the week by day (students enter name by event and time listed)

· Short shifts (2-3 hours)

· Students rarely available during midterms, finals, major sports events

· Students are undergraduates – fraternities are good sources

In terms of scheduling Kelly has tried a different approach of emailing out events and times but less response by students perhaps students want to work shifts with friends.

4. How many people do you hire per year?

· 15 Students, ~5 usually stay

Hiring Process

5. What is your hiring process? Resume, application?

· Use word of mouth primarily- References based on previous students, when people leave they usually recommend friends as replacements

· Kelly takes references seriously and the ability to vouch for you friends

· Reputation is important

· References are high for permanent employees as well

· Review resume

· Hiring for catering is more flexible in terms of skill sets

· Previous experience not as important

· Impressive resumes can only take a potential hire so far

· F2F Interview to evaluate the person- 

· “Everyone has something to offer”

· Needs to show desire to do a good job and please the client- Catering is 99% service oriented

· “please the client”

· Evaluates their personality

· Personal interviews are a must because her business is so service-oriented

· Process for permanent employees a bit more rigorous

6. Who does the hiring at your restaurant?  Do you have the sole authority to make all hiring decisions?

· Kelly does the hiring for wait staff and bartenders but chef is dictated by the owner and production manager in kitchen.

· Ads are put up on Craigslist for chefs.

7. What are the concerns you have about hiring? 
No clear cut rules

· Willingness to serve

· Decency of person- good character

· Good people skills

· Organization: Specifically when looking for people to pack supplies

· Preciseness and attention to detail

· Experience

· Flexibility & Scheduling

· Self Starters

Place people with different skills in different places

If an employee is not good with people or acting inappropriately then Kelly places them  in the kitchen to help with preparation or puts them in another location.

Example: Landscape Architecture Student used creativity in cutting brownies and placing on tray.

Give broader set of tasks no micromanagement

No formal training

Encourage peers to help each other

There are easy tasks and harder tasks

First time hires go through observation phase- watch others and shadow

Usually have 1-2 extras on staff

8. Where do you search for employees to hire?

References

9. What do you look for in the people you hire?

· Flexibility/Scheduling (biggest factor- usually the hardest because catering is very ad hoc)

· Common sense

· Experience in catering or more broadly hospitality

· Have been cases where student has not worked in industry before but is perceptive and succeeds

· Restaurants, catering, hospitality

10. Do you currently use online tools for hiring? Posting on Craigslist?

No, word of mouth is primary means. 
To find chefs, there are posting on Craigslist

11. What are the most important problems you have encountered when staffing your employees?

Not good with people

Cannot teach manners

Can’t punish but place in different role

12. What kind of expectations do you have for new hires?

· Punctuality

· Appropriate appearance- (No formal uniform but required to wear black on black)

· Attentive to what’s being done and willingness to serve

For high end dinners use temp agency to get service staff

· Staffing agencies: Plan B, Acrobat Staffing

· Call up and explain level of event (formal versus casual)

· Have sent back staff in the past if not satisfied

· Request experience – the agencies have different levels of employees

· These agencies have quite a turnover

· Do not request particular people because of high turnover in industry

· Workers in temp agency request the restaurant they want to work but staffing manager does not request particular worker. 

· Throw them in the fire versus extensive training

· New hires go through observation phase and shadow others.

·  She agrees with the “throw them to the wolves mentality”

· Packing, prepping, etc = people are good at different things, she gives her employees degrees of freedom for creativity – “cobble stone brownies story”
Training

12.  How extensive is the training for your employees?
· No formal training

· Phase of observations

· Give them easier events where they can observe

13.  Do you have your more experienced employees train your new hires?
· When they’re are new people, they explain a little, but every event is different 

14.  How do you schedule your employee’s work schedules? Rotational, etc.

· Temporary Employees come in to the office to sign up
· She’s tried emails but it hasn’t worked
15.  If your employees have limited history working together how do you encourage teamwork?

· They usually know each other because her hiring method is based on references and word of mouth.

· The temporary employees know they have to be a certain type of person [at the events??]

Managing your Employees

16. What do you do when one of your employees cannot come into work at the last minute?

Occasion when worker called up 3 hours before and cannot make event

Plan of Action

· Call replacements (list of student workers)

· Short staff it

· Have core staff cover

· Core staff like the hours

Usually the student workers know each other

Adaptable- nature of business

Realistic expectations

Don’t take traditional approach- Catering is unlike restaurant staffing who have workers submit schedule and then schedule work shifts based on availability

Example: For 3 days lost staff of 10. Core staff had to take over and work overtime.

Storytelling/Situations
17. Talk about a time you hired someone that did not live up to your expectations. 

Move person to different area

Since I hire as on-calls there is no firing

Workers have a sense of whether they are a right fit

Schedule them less

Give guidance/feedback – tells them what’s wrong

Ask peers for help

18. Describe your ideal employee? What do you look for in terms of personality, values, work ethic, experience, etc?

1) Punctual

2) Dependable

3) Willingness to serve others including peers (no attitude)

4) Respectful

5) Good Character

6) Flexible

7) Adaptable

8) “Serving Peers”

19. In your wildest dreams, how would you resolve the problem of a fickle staff?

Process to resolve problem:

Email/call core staff to do overtime

Issue of Overstaffing

 Sometimes overstaff to overcompensate cancellations, but she see this as being okay because service is the most important so is okay.  This then leads sometimes to having too many people at an event, so she will offer some the option to leave early.  

At I-House 
had policy where staff is required to call in at 5PM and see if they need to come in for last minute cancellations

Sometimes students switch shifts with each other

Sometime replacement not found because replacements are not equal- everyone has different strengths. 

Emergency Staffing

Begging( Call temp staff agency (request # staff needed)

Important to develop relationship with staff agency

Call day before but usually require 48 hour notice

Can’t be picky on who they send if emergency

Don’t know getting until show up

16. Would you benefit from such a tool that we are talking about building?

Yes

Features Desired

Rating system very important to get feedback

Reputation!

Profile with:

1) Experience most important in ad hoc situations

2) Scheduling availability (assume since user on site they are inherently flexible)

3) Personality skill/set (paragraph/blurb about themselves)

Issues: unfamiliarity with facility

Catering is a good target market- less restrictions in hiring

Restaurants with large banquets

�I had 1-8 per event?


�I think she said she did this once


�I don’t think this was at the Ihouse – think this was when she was in the restaurant business
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