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You did it! 
 

 
 

You’re at the Gold level of our We invest in people accreditation. 
 

 

 

Detailed feedback and recommendations inside… 
 

• What to be proud of 

• What to work on 

• Our recommendations 

• What’s next 
 
 
 

Key dates 
 

 

Accreditation date 
 

12-month meeting 
 

24-month meeting 
 

Accreditation expiry 

 

11/02/23 
 

23/11/23 
 

23/11/24 
 

23/11/25 
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At a glance 
 

 
 

 

 

In Summary ... 
 
Alf Seddon Ltd is currently meeting the Investors in People Standard at an Advanced (Gold) level across 

most Indicators with several High Performing elements.  You have performed highly in Creating 

Transparency and Trust, Motivating your People to deliver your objectives and understanding your 

external environment. This is a tremendous achievement when considering the immense challenges 

presented by the Covid-19 Pandemic over the last three years, which you have managed well. Your 

inspirational leadership - which focuses on constantly enhancing the guest experience - strong shared 

values, great teamwork and ‘small tweaks’ strategy have been exceptionally  effective in enabling you 

to progress towards your shared ambition. Your people spoke very highly of your lovely, compassionate 

leadership style and the extensive support which you provide as an employer, something which is highly 

motivating for your people. You should be extremely proud of what you have achieved during these 

unprecedented times.   

Your organisation was assessed primarily using the IIP38 survey and complemented by interviews. All 

of your staff were invited to complete the survey. 110 out of 152 people completed the survey (72%) 



Page 5 I © Investors in People                                                                                  We invest in people  

representing good levels of engagement and a balanced view across your organisation. Your Online 

Assessment results demonstrate a positive Benchmark against both your Sector and the IiP National 

Average. You achieved a total Score of 770, compared to your score of 773 in 2019, the  average 

Industry Benchmark of 730 and average IIP Benchmark of 728. Well done! 

By moving forward with development recommendations, you will further strengthen your people 

strategies and establish a firm foundation to progress towards  the Platinum Award at your next review 

in 2025. It will be important to work more cohesively as one organisation at that point, and to share 

and implement best practice more strategically across both hotels. 

Grateful thanks are extended to Managing Director Nigel Seddon and  Director Liz Brown for welcoming 

me back warmly into Alf Seddon Ltd, and to both Sarah Ashworth and Amanda Brown for their assistance 

in co-ordinating the review and submitting documentary evidence. Sincere thanks are also extended 

to all managers and staff for their willing participation in the assessment process, and for their open 

sharing of thoughts, opinions, and information throughout the review. It has been an immense pleasure 

to work with you all again and quite humbling to hear about all of the wonderful things that you are 

doing to support your local community.  
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What to be proud of 
 

• This was an extremely positive review.  You have established a firm foundation for 
excellence in two wonderful family hotels which your staff are proud to be a part of. 
 

• You are High Performing in Creating Transparency and Trust and Motivating your People, 
a reflection of your inspirational and highly visible senior leadership. 

 

• Your people appreciate your approachability and extensive support, which is second to 
none.  

 

• Your leaders and managers lead by example, acting with great integrity with people and 
stakeholders. 

 

• You have excelled in inspiring your people to go above and beyond to please guests and 
have done so with high levels of mutual respect and trust. 

 

• You have clearly defined core values in each hotel which your people  understand and 
embrace in their work. 

 

• You have effective internal communication systems in place in both hotels. 
Communications are timely, clear and inclusive. 

 

• Everyone interviewed impressed with their dedication to improving the guest 
experience, routinely going the extra mile to ensure high levels of guest satisfaction. 

 

• You have established a great working culture of trust, respect and ownership where 
people feel empowered to make decisions in their roles and act on them without fear of 
retribution. 

 

• Your appraisal processes are well implemented and embedded. 
 

• Your approach to managing individual performance is highly supportive and places an 
emphasis on learning, teamwork and mutual support. 

 

• You are an exceptionally kind employer who treats its people well, recognising and 
rewarding them generously for their contribution. This makes your people feel valued 
and well supported in their lives. 

 

• The extent to which you look after your people is a major strength, with many examples 
provided where you have demonstrated compassion, acceptance, respect and empathy 
when doing so.  This feedback was absolutely consistent throughout interviews. 

 

• Your monthly and annual bonus which  rewards your people for their hard work, loyalty 
and contribution is greatly appreciated by staff.  

 

• Interviewees were absolutely consistent in confirming a highly motivated, positive, 
happy and appreciative staff team.  
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• You structure work well, making great use of checklists to ensure smooth and efficient 
operations. 

 

• You have a great culture of teamwork and collaboration, underpinned  a strong work 
ethic.  

 

• There was great camaraderie expressed during all interviews and a positive attitude 
demonstrated.   

 

• Your ‘Tiny Tweaks’ strategy is superb in enabling incremental improvements to enhance 
the guest experience. 

 

• Your drive for continuous improvement is reflected in your ongoing investment in the 
refurbishment of your hotels. 

 

• You are absolutely committed to giving back to and supporting your local communities, 
sourcing provisions locally and participating in local good cause events. It was 
particularly heartwarming to hear about some of the lovely things that you are doing to 
support underprivileged members of your local community. 

 

• Staff are confident in the great reputation of your hotels and are proud to be part of 
your success story.  Everyone interviewed confirmed that you are an excellent employer 
and a great place to work.  

 
 

What to work on 
You could … 
 
• Further develop your range of KPIs and people metrics 

 

• Establish clear performance measures and a planning process within departments 
 

• Incorporate your values explicitly within your people strategies 
 

• Share your Values with stakeholders 
 

• Establish competencies for managers to support development, career progression 
 

• Use your staff survey results to support organisational development 
 

• Establish Hotel Rules and Regulations 
 

• Formalise your Training Policy and Strategy 
 

• Routinely evaluate your investment in people to continually improve people strategies 
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Congratulations on achieving Gold! 
 
You care about your people, and we know you’re ambitious to do even more for them.   
 
Our feedback focuses on what you need to do to keep improving.   
 
 

Our recommendations 
 
We’ve considered who you are and where you’re at as an organisation. Our recommendations 
are designed to get you where you want to be and support your journey towards the Platinum 
Award.  
 

• Review and further develop your range of KPIs and performance measures. For example, 
RevPAR  (or revenue per available room,), would  help you to compare and benchmark 
performance irrespective of brand, pricing and guest profile.     

 

• Establish performance measures and a related planning process within departments. 
 

• Further develop your range of people metrics. 
 

• Introduce Hotel Rules and Regulations which represent a policy and agreement between 
guests and the Hotel. Ensure that staff understand your expectations and rules about 
guest behaviour, and what course of action they should take if guests behave badly. 

 

• It was suggested that Linen Trolleys would be appreciated at The Elgin to increase 
efficiency and further support housekeeping staff in their work. 

 

• You have a very special culture in your hotels which you should strive to protect. There 
are a number of important developments which will help you to do that whilst supporting 
your journey towards the Platinum Award: 

 
- Incorporate your values explicitly within staff Appraisal to enable rich feedback on 

behaviour as well as performance. 
 

- Align your staff Awards to your values. 
 

- Encourage staff to challenge behaviours which do not uphold values. 
 

- Include your Values on your website to tell stakeholders who you are and the way in 
which you look after your guests, the communities that you are based in and the 
environment. 

 
- Consider how you may uphold your values through your supply chain 
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• It would be good practice to introduce an interim review for staff appraisal. Feedback 
indicated that some people had forgotten what their agreed objectives were. 

 

• Formalise your training offer within a good practice Training Policy. Include this in your 
staff handbook. 
 

• Explore the potential to share Online / E-learning provision across both hotels and raise 
awareness of this flexible provision. 
 

• Establish competencies for managers to support their development and provide a 
framework for succession management.     
 

• In relation to structuring work, your lowest score was in the extent to which people find 
their work interesting. You have scope to more clearly define skillsets and identify career 
paths within different departments to enable development and career  progression. This 
will stretch people’s knowledge, enable them to fulfill their potential, prepare them for 
greater responsibility and / or promotion and support succession planning. 
 

• Utilise your staff survey to identify staff satisfaction by department. Feed this data into 
appraisal discussions with managers to support their development. 
 

• Share staff survey feedback with staff. Involve them in identifying improvement 
opportunities and continuous improvement of people strategies. 

 

• Routinely evaluate your investment in people to continually improve your people 
strategies. At least annually,  record your total  investment in people  and conduct  a 
cost benefit and impact analysis as a basis for  continuous improvement.   
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What’s next? 
 
 
When you’ve had a chance to read this report, we’ll explain your results in our feedback meeting. 
 

WHO? 
The meeting will include: Alison Barton, Nigel Seddon, Liz Brown, Amanda Brown and Sarah 
Ashworth. 
 

WHEN? 
The feedback meeting is scheduled for 20/03/2022. 
 

WHAT? 
Together, we’ll… 

• discuss your result and our recommendations in detail. 

• brainstorm how to turn our recommendations into tangible activities. 

• develop an action plan, which we’ll be able to review one and two years on. 
 
 
 

To keep your accreditation, you 
need to: 
 

• keep meeting (or exceed!) the requirements of your award. 

• meet us 12 and 24 months down the line. We won’t be assessing you again, but it’ll give 
us the chance to chat through your progress against your action plan. 

• be reassessed no more than three years on from this assessment. 
 
 
 

Don’t forget to celebrate!  
 
Let your people know how you did. Reward them for their hard work and include them in the 
journey you’re on. 
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Assessment results 

Your results by indicator 
 

You have performed well in this Assessment, particularly bearing in mind the challenges of the 
last 3 years with the Covid Pandemic.  You excel and are high performing in creating 
transparency and trust, motivating and inspiring people, enabling participation, collaboration 
and decision making, recognising and rewarding good performance, and understanding your 
external context. 
 

INDICATOR THEME DEVELOPED  ESTABLISHED ADVANCED 
HIGH 
PERFORMING 

LEADING AND 
INSPIRING PEOPLE 

Creating transparency and trust    ✓ 

Motivating people to deliver the 
organisations objectives 

   ✓ 

Developing leadership capability   ✓  

LIVING THE 
ORGANISATION’S 
VALUES AND 
BEHAVIOURS 

Operating in line with the values   ✓  

Adopting the values   ✓  

Living the values   ✓  

EMPOWERING 
AND INVOLVING 
PEOPLE 

Empowering people   ✓  

Participating and collaborating    ✓ 

Making decisions    ✓ 

MANAGING 
PERFORMANCE 

Setting objectives      ✓   

Encouraging high performance  ✓   

Measuring and assessing performance  ✓   

RECOGNISING 
AND REWARDING 
HIGH 
PERFORMANCE 

Designing an approach to recognition 
and reward 

  ✓  

Adopting a culture of recognition   ✓  

Recognising and rewarding people    ✓ 

STRUCTURING WORK 

Designing roles    ✓  

Creating autonomy in roles   ✓  

Enabling collaborative working   ✓  

BUILDING 
CAPABILITY 

Understanding people’s potential   ✓  

Supporting learning and development   ✓  
Deploying the right people at the 
right time   ✓  

DELIVERING 
CONTINUOUS 
IMPROVEMENT 

Improving through internal and 
external sources 

      ✓   

Creating a culture of continuous 
improvement  ✓    

Encouraging innovation  ✓   

CREATING 
SUSTAINABLE 
SUCCESS 

Focusing on the future   ✓  

Embracing change   ✓  

Understanding the external context    ✓ 
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Your overall survey score 
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Who took the survey? 
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Your survey results by 
indicator 
This overview provides a summary of your Online Survey results, showing a breakdown of responses at 

an aggregate Indicator level and benchmarked in green against IiP Average Scores. 

The IiP38 survey covers all Indicators of the IiP Standard. Each Question asks the respondent to rate 

agreement with the statement aligned to one of the 9 Indicators. The responses are categorised from 

Strongly Disagree (1) to Strongly Agree (7). The 1-7 scale is then used as a score of alignment against 

the Standard.  
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Your survey results by theme 

 

This table demonstrates your highest and lowest performance trends across all Indicators and    

Themes within. `Your highest overall score is in relation to Creating Transparency and Trust, with 

higher levels of neutrality in two themes of Continuous Improvement. 
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What your people told us 

Leading 

LEADING AND INSPIRING PEOPLE 

 
Team Scores 
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Interview Comments:  

“We want to be number one on Trip Advisor and listen to what the guests want. If they want 
to change the menu, we will try to accommodate that. If they ask for a specific drink we will 
go and get it in for them.” 
 
“Our priorities are to keep our guests happy, so that it feels like a second home. We get 
feedback through Trip Advisor. I believe that we are in 5th place at the moment. Some of our 
guests post messages online. We all go the extra mile to make our guests happy and go the 
extra mile to do so.” 
 
“I am responsible for managing the team in my area. This means ensuring that the jobs are 
completed each day. Everything is very well organized. We have a HOD meeting twice a week” 
 
“Our goal is to do whatever is needed for the gusts. We do our best to meet their requirements. 
We are aware of food allergies and do our best to meet their preferences.” 
 
“Communication is excellent in the kitchen. We are well organized and do not take any risks. 
Every single night the whole team gets together to discuss who will be in the restaurant and 
make sure that their needs are met.” 
 
“I think that communication is quite good. We have a meeting once a month and information 
is passed on. We get regular emails. When we have our meetings, we are encouraged to put 
ideas forward if we have any thoughts for improvement. If it is doable, she will look into it 
further.” 
 
“Communication is excellent – very good. I have worked in different hotels and this is the 
best.” 
 
“Every January we have training for managers. This year was looking at how to deal with 
stress, how to talk to people if you feel that they are being a little aggressive in their body 
language or verbally. We are all very proud of our jobs and how we work. We work very hard.” 
 
“We get daily support from the manager, she is always making sure that we are alright, 
responds quickly to messages and generally gives us good support.” 
 
“All of the managers here are very good. Our hotel has a real family feel to it, which makes 
us want to do much more and to clean much better because we are treated so well. We want 
the hotel to be successful and for guests to come back.” 
 
“The manager I always there is you need any help with anything. She is never far away and 
doesn’t mind us asking questions.” 
 
“We go above and beyond for all the guests. If we miss a towel, we will take them hot chocolate 
and biscuits. We all do a lot more than we need to. I have worked in other hotels where 
everyone is nit picking. Everyone gets on here, there is lots of laughter and a great 
atmosphere.” 
 
‘I prefer working at this hotel because they really care about their staff. I have never 
experienced that in other hotels.” 
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Overview 

 

Alf Seddon Ltd is high performing in creating transparency and trust and motivating people to 
go the extra mile to make guests smile. Your directors lead by example,  motivating managers 
to lead their teams well. Running hotels successfully isn’t easy, with hospitality management 
and operations having many interlocking dependencies.  Strategically, you run your hotels 
exceptionally well with high levels of shared commitment, energy, and leadership visibility.  
One of your major strengths at both The Elgin and Hotel Sheraton is the extent to which you 
look after your people, demonstrating compassion, acceptance, respect and empathy when 
doing so. Your  people consistently spoke highly of their  trust and confidence in the capabilities 
of the directors and managers to take their hotel from strength to strength and ensure sustained 
success, and are strongly motivated and committed to contributing to that success. 
 
Your business strategy is presented in  formal Business Plans for each Hotel, and  long-term 
objectives are included  in your staff handbook.  You share the content of your business plans 
openly with staff, who broadly understand your priorities. You have the opportunity to further 
cascade your objectives to departments by considering how objectives will impact each area 
and how each department may contribute. Further developing your planning process to enable 
teams to look at how they can help to achieve departmental objectives would provide a shared 
focus on priorities ,and enable barriers and solutions to be identified within the team. An 
example of this is the housekeeping team at the Elgin, who identified opportunities for 
improving efficiency and making their work easier through this review rather than through their 
own team meetings. Nonetheless, it was great to find that your people are all actively engaged 
in identifying and implementing improvement opportunities in response to guest feedback 
within their departments,  making tiny tweaks, constantly going the extra mile and ensuring a 
friendly and  warm welcome for guests.   You have established a fantastic  team culture in your 
hotels which enables all staff to be actively  involved in day-to-day problem solving.   This 
culture is underpinned by  strong communications and a great meetings infrastructure which 
enables you to discuss emerging issues and involve staff in looking at how you might progress 
to keep your guests happy. 
 
Your managers consistently impressed throughout this review with their genuine passion for 
doing a great job and for helping their staff to do the same. You have supported your managers 
in their development well, involving them in decision making, empowering them in their roles, 
through training days, online learning and the delivery of a range of soft skills training to build 
their capability and confidence in leading and motivating people. You people confirmed  high 
levels of confidence in the capabilities of your Heads of Department, and your people spoke 
highly about the kindness and support provided for staff. Your managers work as a cohesive 
team, meeting frequently to ensure sustainable success and happy guests. 

There is no doubt that your great leadership style, supported by effective people strategies,  is 
highly effective in motivating your people to perform at their best each and every day, with 
high levels of personal ownership demonstrated during interviews. Your people spoke highly of 
managers, and consistently confirmed their commitment to going the extra mile to make your 
guests feel comfortable. 
 
You currently  measure leadership effectiveness in your organisation by monitoring progress 
towards your strategic KPIs, through guest satisfaction data, feedback from staff and your 
annual staff survey.  Moving forward, you may wish to review and extend your range of KPIs 
and the potential to include a wider range of measures, for example, RevPAR  (or revenue per 
available room,), which would  enable you to compare and benchmark performance irrespective 
of brand, pricing and guest profile.  
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LIVING THE ORGANISATION’S VALUES AND BEHAVIOURS 
 

 
 

 

 

Team Scores 
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Interview Comments:  

 

“Our values are very important. We say yes to the guests, go the extra mile and make tiny 
tweaks to keep improving. Nigel is very committed to enhancing the guest experience and we 
all follow his lead.” 
 
 “We always go the extra mile to make our guests smile. Whenever it is possible to please 
guests, and ensure a cosy atmosphere, we do so.” 
 
“The staff really try to keep our guests happy, whatever it is that they might need. We never 
say no, we work very hard as at team in the restaurant.” 
 
“I am not quite sure what the values are. We had a good day out at the team away day. We do 
give the best service, great food, everyone does their job. We speak to people with respect.” 
 
“Our values are all about being respectful, always smiling, being friendly, having good eye 
contact, and always helping our guests.” 
 
“Our values are really all about respect and being warm and friendly.” 
 
“We are concerned about the environment. That is featured in our values.” 
 
“We have regular meetings. When we first start we are given a handout with the values on 
them. We also get weekly emails and  Liz  talks about the importance of our values.” 
 
“The managers here are very respecful, and if we make a mistake the manager will just discuss 
it with us and find a way to help. If a guest is angry with us they will deal with the guest for 
us and give us support.” 
 
“Respect for our guests and the environment is important. Recycling and so on.” 
 
“Our values are mainly about respect and dignity, treating everyone individually, giving them 
little treats here and there. The MD sends them out in the starter pack – the core values are 
in there.” 
 

“Our motto is saying yes to the guests. We do everything to make them feel welcome and at 
home. We all work together and if someone wants something we do our best to get things for 
them. Quite a few people have food allergies and preferences and we try to do that in the 
kitchen. There is never a problem that we can’t find a solution for.” 
 
 

Overview 

 

Alf Seddon Ltd is performing highly in relation to effectively liberating, embedding, and living 
core values. 98% of online survey respondents confirmed that you have clear values, with 95% 
confirming that they share your values.   
 
Each hotel has very clear values which state what is important  in how people work each and 
every day.  Your people, during interviews, were able to explain what your values meant to 
them in their roles. Your people were able to explain the importance of being warm and friendly 
towards guests, using positive eye contact, going the extra mile to make them smile, and saying 
yes to the guests at every opportunity. There were some lovely examples of staff delighting 
guests with unexpected treats, and of your housekeepers taking pride in knowing the names of 
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your guests along with their personal idiosyncrasies and preferences. Your values have enabled 
you to forge strong, respectful relationships with guests and staff alike, and they are doubtless 
central to your success. For this reason, it will be important to safeguard this great achievement 
by explicitly integrating your values within key people strategies including your appraisal 
process, and encourage your people to challenge behaviours which do not uphold your values. 
Further sharing and publicising your values … for example through your respective websites… 
will also ensure that stakeholders – including potential guests - understand what it is that makes 
The Elgin and Hotel Sheraton so special when compared to other hotels. 
 
It was great to hear how managers role model and lead by example in living the values, acting 
with transparency and integrity, and establishing a great working culture of mutual respect and 
trust. You treat your people well and with respect, whatever their role. You encourage and 
nurture your people, respecting them for their invaluable contribution to your success story. 
Your philosophy is one of positivity, patience, kindness and tolerance, something which is 
considered to be one of the most important factors which brings your guests back again and 
again.   
 
You currently measure the extent to which Core Values are embedded in your organisation 
through guest feedback and your annual staff survey. 
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EMPOWERING AND INVOLVING PEOPLE 
 

  
 
 
 
Team Scores 

  

 

 

 



Page 23 I © Investors in People                                                                                  We invest in people  

Interview Comments:  

 

“People can organize things and take control in their roles. For example, the kitchen porter 
has organized things and is following the schedule. People can take control and a lead role in 
their work.  
 
“We have a regular meeting each month with all of the staff every first Friday each month.” 
 
“We are very team oriented. We are more like a family than a workforce.” 
 
“Teamwork is very important at the Elgin. I have worked in other hotels and the focus is only 
on guests. Here, we all finish together and help each other if things don’t go smoothly. In 
other hotels you have your own table and then go home. Here, we do everything together. It 
is definitely about teamwork. It is much better.” 
 
“We do a lot of team building on our training days – everyone encourages and supports 
everyone else.” 
 
“Yes, we are encouraged to use our initiative and take responsibility. When I finish my work, 
I always go to help colleagues. We do not have to be asked or wait to be asked. We all work in 
that way.” 
 
“If a guest wants extra chocolate or biscuits, we do not need to ask. We can make those 
decisions.” 
 
“We are encouraged to use our initiative to help guests.” 
 
“I am not involved in decision making in the department, but I can make decisions about how 
I do my job.” 
 
“We have a monthly team meeting every month with all teams. We do have meetings in our 
own department but only when we need to . We have a handover meeting every morning . 
 
’We are involved in highlighting issues and putting forward ideas to resolve them. We are 
listened to and our ideas are often  implemented as a result.” 
 
“If guests mention your name, you get a raffle ticket and go into a draw, which we all 
appreciate. We are given money, vouchers, a bottle of wine and so on. They mention this quite 
often really which is a good incentive.” 
 
“We are involved in making decisions. The manager always wants to know everyone’s ideas 
and opinions.” 
 
“If we need anything, we can flag it up in the meeting and it is actioned straight away.  The 
management team is very responsive.” 
 
“Teamwork is critically important here. If you don’t work as a team you can’t do your job. We 
do this very well.” 
 
“We make decisions about our work, where to start, how to get things done depending on what 
is happening on the day.” 
 
 



Page 24 I © Investors in People                                                                                  We invest in people  

Overview 

 

You have performed exceptionally well in your approach to empowering and involving people, 
and are high performing in enabling participation, collaboration and enabling your people to 
make decisions in their roles. 98% of respondents in Online Assessment were able to confirm 
that they understood how their role contributed to the organisation. 
 
Staff confirmed  that you have  Checklists which guide them in their work and enable them to 
make decisions on a daily basis. Your people are evidently highly proactive in taking the 
initiative to keep your guests happy, with many great examples of where they have taken the 
lead and made decisions to do so.   
 
Most people confirmed that they participate in decision making in team meetings, that they 
are encouraged to put ideas forward and are listened to by your responsive managers. There 
were some great examples of staff putting ideas forward which were subsequently 
implemented, and there was strong evidence of managers wanting to hear everyone’s ideas and 
thoughts. Your people were consistent in confirming that you are highly responsive when staff 
do put ideas forward and implement things quickly when they are adopted. 
 
Particularly impressive is the fantastic  team culture which you have established and embedded 
in each hotel. Your people understand how critically important teamwork is, and you encourage 
this at all times. This came through strongly in all interviews, and people expressed a strong 
commitment to their teams and to participating as an active team member to please your 
guests. 
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Supporting 
 

MANAGING PERFORMANCE 

 

  
Team Scores 
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Interview Comments:  

 

“We have appraisal with our staff. We ask them how we can make the department better, find 
out if staff need anything to make their job better. We discuss concerns and try to resolve any 
problems. We ask if staff need extra training and put it into place, check their wellbeing, 
ensure that they are happy in work.” 
 
“We have a meeting about every month and talk about our work, what we need to do, rotas 
and so on.” 
 
“We have to meet our budget.  It is all about ensuring the right stock levels, keeping customers 
happy, we go the extra mile for birthdays and so on. We are trying to increase profits and 
opportunities to generate additional income, for example by showing people around the 
hotel.” 
 
“We have cleaning checklists in the kitchen. For the food we work from menus. Sometimes we 
discuss objectives in our meetings – for example consistency in using the same recipes. Our 
focus is on trip advisor – that is what we focus on weekly.” 
 
“We agree objectives around fire training, chemical training and so on. It is more about 
learning. If someone is not quite where they need to be, I will spend time with them and show 
them how to do things right.” 
 
“When we do the appraisal, we agree areas where people can improve.” 
 
“I had an appraisal last year at some time. I can’t remember whether we set any objectives.” 
 
“We work to high standards in housekeeping. We hide little dolls in the bedrooms and when 
staff find one they get a chocolate bar. They really enjoy it.” 
 
“We can go on courses all year round – for example food and hygiene, food allergies. We have 
online course that you can attend at any time.” 
 
“We tend to get really good comments from guests. We haven’t had any negative comments.” 
 
“I am not aware of guest feedback forms.” 
  
“We have an annual appraisal and run through things, where we want to be in the future. We 
discussed future progression opportunities.” 
  
“Here, we strive for much higher standards than is typical in other hotels that I have worked 
in.” 
 
“I have had an appraisal with my manager. They went through what we are doing well and 
what we can improve on. We got pieces of paper with questions written down, then had a one-
on-one chat. It was quite casual. We discussed objectives for example carrying more things on 
a tray. I was told that I was not doing things correctly, and was shown how to do it differently.” 
 
“Sometimes, managers pull people aside, but often they will discuss things generally in our 
team meetings. It is very clear what we should be doing and to what standard. We have quite 
open conversations about performance.” 
 
“I think that everyone in the team works towards our values by respecting each other and our 
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guests. We always try to say yes to the guests.” 
 
“We don’t discuss values during appraisal. I do know of a couple of people who have had 
warnings for not working respectfully as part of the team. A lack of respect is not tolerated 
here.” 
 
“I have had an appraisal. It makes you feel a bit better to know that you are appreciated and 
noticed for your work.” 
 
“We always try to help each other and ensure that the guests have a good time. We try to help 
them as much as we can. We are flexible in helping guests.” 
 
“We want to do better, and try to sell up. We don’t really have targets. We all work hard. We 
have checklists that set out our standards, and that is really what we work to. We tick off 
when tasks have been completed. We have checklists for all areas.” 
 
 

Overview 

You manage performance well. Your robust meetings infrastructure for managers ensures that 
you have your finger on the pulse of operational performance underpinned by strong teamwork.  
Any matters which may impact performance are discussed, including a review of reservations 
and  special requests, and a plan is agreed and put into place. Feedback indicated that 
departmental meetings focus on staff wellbeing, identifying  and resolving emerging problems 
each month.  In both hotels, it was great to hear that your directors have an active presence 
in departmental meetings, and always when there is something important to discuss.     
 
You have a well embedded appraisal process through which you discuss wellbeing and 
performance related progress with staff. This enables you to be specific when agreeing 
objectives for staff and in identifying any further support needs that people may have. 
Feedback indicated that it will be beneficial to establish an interim review of progress towards 
objectives as part of the Appraisal process rather than it being a once-a-year event. At the 
moment, behaviour aligned to values is not specifically discussed during Appraisal, and this will 
be an important development for you moving forward.  
 
Nonetheless, it was clear that your managers are effective in addressing underperformance, 
including underperformance in behavioural terms. Your people were able to give examples of 
where people had been disciplined for not working respectfully with each other as part of the 
team, and were clear that this is not tolerated. Incorporating your values within your appraisal 
process will enable you to more systematically hold those discussions with a developmental 
focus to further protect and anchor your unique culture.  
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RECOGNISING AND REWARDING HIGH PERFORMANCE 
 

 
 

 

Team Scores 
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Interview Comments:  

 

“We have employee of the month which we discuss in team meetings. Every month we talk 
about who should receive the special award. Once you have won it your photograph is displayed 
in Reception.” 
 
“We have employee of the month for people who have gone the extra mile. For example, a 
lady recently had a fall near reception and cut her leg. One of the receptionists went out to 
help her and called an ambulance. He got employee of the month for that month. It is quite 
motivating for staff as there is a financial reward and they receive a £50 bonus.” 
 
“Employee of the month is announced in the dining room  with all the staff, so people do get 
public recognition.” 
 
“I have gone above and beyond lots of times and it is definitely recognized. Working here is 
fantastic. Everyone treats everyone with respect. We all help each other out.” 
 
“You can see when people are doing a good job and going the extra mile. I will thank staff 
when they have done a great job.” 
 
“There are a lot of rewards here. Before the meetings we discuss which departments are doing 
well.  We have raffles for different things.” 
 
“We have staff awards but I am not sure what they are for. I think it might be for the best in 
each department. We also  have an unsung hero award.” 
 
“We are all involved in nominating for the staff awards. We say who we think should win and 
why. There are no specific criteria.” 
 
“We get feedback from the manager to let us know that we are appreciated. She always says 
thank you and lets us know that we are valued.” 
 
“We get a bonus each month depending upon your attendance. This is a good way to motivate 
and reward us.  If we work 20 hours, we get 50p for each hour that we have worked that 
month. That might be 40 pounds  extra which is great. We just need to not miss a day’s work 
on our rota or be late.” 
 
“It is the first place I have ever worked where our break is paid, we get our food, we get a 
bonus for good timekeeping  and good attendance. It definitely motivates people to be 
punctual and not take casual days off. “ 
 
“We get a bonus every month based on attendance, and we get a bonus every year as well. I 
think that is profit based and how long you have worked here and how many hours that you 
do.” 
 
“We always look at Trip Advisor. Every time someone is mentioned the manager prints it off and 
shares it with the staff. Only this week someone was mentioned. Every thank you letter is also 
put on the staff board.” 
 
“The MD is good to everybody. We have incentives and bonuses, we get nights out, we have a 
mental health counsellor if anyone needs to talk about their problems. I am not sure that 
there is anything else that they could do to make things better.” 
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Overview 

 

You are currently performing at an Advanced  level in Recognising and Rewarding  High 
Performance,  and have implemented an exceptionally effective blend of approaches through 
which you do so. Online Assessment results demonstrate a little inconsistency with the extent 
to which people feel valued, with the lowest scores being in the Elgin Housekeeping and 
Restaurant teams.  Feedback during interviews, however, was extremely consistent and the 
only negativity  expressed was regarding guest behaviour in their rooms which directly affected 
The Elgin housekeeping team. People who worked in this team were quite emphatic that you 
could not do anything beyond your current people strategies  to make them feel more valued.  
 
Your approaches  to ensuring that your reward your people well for their hard work to make 
them feel valued are thorough and well considered. Although slightly different in each hotel,  
your approaches include staff awards, an annual bonus, and a bonus which incentivises  good 
timekeeping and  good attendance . These approaches are highly effective and evidently 
motivating for staff, whilst your staff awards and raffles are popular and equally effective. 
Feedback throughout interviews consistently confirmed that managers appreciate the hard 
work of their people, providing regular feedback which lets people know that they are 
appreciated and valued for their contribution. 
 
One of the reasons for the high levels of staff satisfaction which were evident through this 
review is the extent to which you go the extra mile to reward, respect and value your people. 
Some of the comments made during interview about the kindness and generosity of the 
Directors were absolutely heart-warming, and this has made your people feel very contented 
in your employment. There is no doubt that your approaches to recognising and rewarding  good 
performance makes your people feel motivated to perform at their best, and they are 
exceptionally loyal to you as an employer.
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STRUCTURING WORK 

 
 

 

Team Scores 
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Interview Comments:  

 

“We have quite a few managers in the structure. Every department has a manager, duty 
manager and a supervisor.” 
 
“Yes, there are definitely opportunities for progression. A lot of people higher up here started 
off waiting on. Loyalty is rewarded and you are given the opportunity to do more.” 
 
“There is a supervisor job that has been opened up to staff. They are advertising outside for 
that too.” 
 
“As managers get older and approach retirement, there will be opportunities to step up.” 

 
“I don’t know whether we have a job description. I think there is one when you apply for a 
job.” 
 
“We have a duty list hanging up in our staff area. We tick off when we have done everything.” 
 
“There is a clear structure of what we should be doing each day. We all have a routine and we 
work out between ourselves who is going to do what.” 
 
“Yes, the level of my authority is clear.  We follow instructions, but can handle special 
requests.” 
 
“When we are working, we can decide who does what to enable us to work faster as a team." 
 
“When one person is struggling, we are expected to help each other out. The supervisor will 
also help depending on how busy we are.” 
 
“Teamwork is crucial here. We are all encouraged to work as part of a team.” 
 
“Work is well structured here . there are rarely any problems, everything runs very smoothly.” 
 
 

Overview 

You structure work extremely well at Alf Seddon, ensuring that Hotel operations encompass all 
of the activities necessary to keep your hotels running and deliver a great guest experience.    
 
You optimise staff operations in both hotels through your clear organisational structures which 
are designed to ensure that things may run smoothly, whist providing a clear progression route 
in each area.  All job roles have a current Job Description, although staff awareness varied 
somewhat depending upon how recently they had been recruited. There were lots of great 
examples of people progressing into more senior roles and being supported on their journey. 
  
Your strategies for structuring work are designed to ensure that teams  and their work is 
efficient and well organised. A key strategy used well across both hotels are Hotel checklists  
which break down daily routines into small, manageable steps to keep staff motivated and 
feeling positive about their work. This is complemented by your incremental improvement 
approach of ‘Tiny Tweaks’. These are great strategies for ensuring staff satisfaction, allowing 
people to be more efficient, feel happy at work whilst improving the guest experience in your 
hotels.   
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It was clear throughout this review that teamwork and collaboration are at the very heart of 
your organisation; this is reflected strongly in your values,  encouraged  through team social 
and team building events, your robust team meeting infrastructure, and informal  day to day 
discussions. ‘Going the extra mile to make guests smile’ and ‘saying yes to the guests’ are 
incredibly effective mantras which your people live and breathe every day. The examples 
provided where staff had done so were highly  impressive;  your people consistently explained 
that they have the autonomy and authority to make decisions and act quickly, enabling them 
to constantly go the extra mile for your guests.  
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Improving 
 

BUILDING CAPABILITY 
 

 
 
Team Scores 
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Interview Comments:  

 
“This winter we covered different types of training. The MD always supports people to go to 
college. We also have training in the winter when it is quieter. For example, health and safety, 
customer service. We discuss what is important, what is changing, and what the priorities are. 
There is a lot of emphasis on how important our contribution is.“ 
 
“New staff get a thorough Induction including health and safety.  When they come to the team 
they are welcomed, shadow an experienced member of the team, are shown around the 
building, shown where the resources are and so on. They complete all the training for 
chemicals, standards.” 
 
“If a new member of staff comes in, we work alongside them, show them the routine. We 
encourage people to solve their problems, depending on the situation. “ 
 
“We had a lot of training in January. We have options to participate in other courses too – 
health and hygiene and so on. We have online training once a year.” 
 
 “We have various online training courses which are available through Noodle Now. We can all 
log in and access training. We had health and safety and mental wellbeing awareness. “ 
 
“There is a list of training that we can access from cleaning to customer service. As far as I am 
aware you can just log on and do whatever you want.” 
 
“We have on the job training. We have been offered courses at college to learn special skills 
in the kitchen.” 
 
“We have a lot of training when we first start, shadowing, being taught. We have had training 
days too to cover health and safety. I am not aware of any online training.” 
 
“We have free online training, bars and cocktail training. Others have done first aid, fire 
safety. “ 
 
‘We had an away day which was about team building and getting to know other members of 
the team in different departments. It was really good, because we don’t get a lot of 
opportunity to mix normally. Everyone is a bit more friendly now and we interact more.” 
 
“When I first started, I buddied up with the supervisor who taught me step by step what to 
do. There was a pack with all of the things that need to be done on each shift. It was very 
reassuring, you was never on your own and had lots of support.” 
 
“I had an Induction with my manager when I first started. It was good, because if you made a 
mistake you had the chance to reflect on it and think about how to do things differently next 
time. The checklist is really good.” 
  
“When I started, I had a week to understudy someone. The managers are very kind and helpful 
if you get it wrong. That really helps a lot – there is a lot to learn. We also had a big book with 
all the rules, values, health and safety and so on.” 
 
“When we started, we were coupled up with one of the housekeepers who were already 
working there for about 2 weeks until we felt comfortable. We build up the number of rooms 
as we get quicker.” 
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Overview 

 

You train your people well at Alf Seddon Ltd, and this is reflected in your online assessment 
results. You identify staff training needs through an ongoing dialogue between managers and 
staff, and through your staff appraisal processes which are implemented consistently. Your 
people were consistent in confirming that they had an appraisal each year, which they find 
useful in reviewing performance, identifying opportunities for development and agreeing 
objectives for the year ahead. There were also some great examples provided where you had 
identified training and other resource needs through your monthly team brief. 
 
It is clear that you do your utmost to support your people in their development and progression. 
Training opportunities and solutions are identified as training needs emerge, and good use is 
made of your annual team away days to meet common learning needs. You have also utilised 
the services of a consultant who is developing plans of action for health and safety and ensuring 
that related development needs are addressed. A really nice example of innovative training 
practice was changing your Induction process to an ‘Empowerment Day’, an  idea which came 
from a member of your housekeeping team at The Elgin. 
 
Going forward, it will be beneficial to outline your training strategy within a good practice 
Training Policy and to include this in your staff handbook. There was a lot of good training 
practice evident in different areas, including e-learning provision, and it will be helpful to look 
at how you may maximise this resource and make it available to staff in each department across 
both hotels. Feedback from staff indicated mixed levels of awareness of your e-learning 
provision depending on location and department. 
 
Despite the development opportunities identified, your people were consistently able to 
confirm that training provision is effective in meeting their learning needs.  Your Induction 
process is particularly thorough and ensures that staff are confident before they are asked to 
take responsibility in their roles.  Your generous approach to staff training and in particular, 
away days, are popular with your staff, providing the opportunity for team learning, team 
building and learning from external good practice.  
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DELIVERING CONTINUOUS IMPROVEMENT 
 

 
 

 

 

Team Scores 
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Interview Comments:  

 

“Since you was last here we have opened a swimming pool at the Sheraton. The idea came from 

looking at what is happening outside with other hotels, looking at what our guests are looking 
for. The biggest search on google was for hotels with swimming pools. We looked at Google 
AdWords using external expertise which highlighted what our customers and potential customers 
are looking for.” 
 
“We went to the Low Wood in the Lake District for our staff away day. We tend to visit grand 
hotels each year, have a tour, look at how they run the hotel and how they manage different 
aspects. Afterwards we discuss what we have learned and what we can bring back to the Elgin.  
All the staff agree on developments – for example phones are now banned in the restaurant.” 
 
“In housekeeping, guest questionnaires are handed in to reception, or left in the bedroom. Any 
issues are dealt with immediately – we don’t wait for feedback to filter through. It is not about 
disciplining staff; it is about encouraging them to improve and get things right. It is all about 
the personal touch.” 
 
“If there is any negative feedback, we discuss with the team how we can improve and avoid this 
situation in the future. When we do our worksheets, we try to avoid dreadful situations by 
meeting guest needs.” 
 
“We discuss complaints in weekly meetings and try to look at what we could do better. We are 
quite quick at responding to guest requests and complaints. We deal with things straight away.” 
 
“We have something called red alert if we have a guest who is not happy about anything, 
everyone knows who it is and goes the extra mile to make sure that everything else goes 
smoothly.” 
 
“We might get the odd niggle, but we have high standards and don’t have any problems.” 
 
“The staff team seems to be quite happy in the way in which we are working. We have meetings 
every 2 months to chat about what we can do to improve. For example, we used to put cutlery 
on each table, now we have a much quicker way of doing this. We have also improved the 
presentation of the cheeseboard.” 
 
“We discuss problems in the restaurant during our meeting, and any ideas that people have. We 
are always going the extra mile with the guests. For example, little changes to the menu, we 
will go and purchase things for guests on the menu.” 
 
“Some of our guests like Yorkshire Tea. I went out to buy it for them to keep them happy and 
keep them coming back.” 
 
“We have a meeting every month. We talk about what we can improve, any ideas that we can 
bring to the bar, ideas for new cocktails and so on.” 
 
“We do surveys some times. I don’t know what the results were or what happened.” 
 
“Everyone is quite open and we work closely together. If we have any ideas, we will mention it 
and discuss it.  We will then bring it up in the meeting. People are confident to bring things up 
because the Manager is very understanding and supportive. Most of the time she is willing to try 
anything.” 
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Overview 

Essential to your approach to continually improving the guest experience lies in  appointing the 
right staff, training and empowering them in their roles, and in this area  you excel. Managers  
explained that restaurant staff and the way in which they demonstrate your values in their 
work take a particularly important role as arguably they have more contact with your guests 
than anyone else in your organisation, thus having greater potential to keep your guests happy. 
You take great care in your recruitment process and initial induction to appoint people who 
share your values and can demonstrate this in their work. Without exception, your people in 
each hotel demonstrated a shared commitment and passion for continually improving the way 
in which they work, and in ensuring that the guest experience is responsive and highly 
personalised to meet their individual needs. This commitment is undoubtedly as a direct result 
of the way in which you lead, support, recognise and reward your staff for their great work and 
loyalty, and their clear understanding of your values and far-reaching implications of a happy 
or unhappy guest.  
 
You have a well embedded culture of respecting and listening to your people, and it is clear 
that you go the extra mile to ensure that everyone has a voice and is involved  in coming up 
with new ideas. ‘Tiny Tweaks’ is an innovative strategy for driving improvement incrementally 
within your hotels, and something which your people embrace and enjoy. It was clear through 
this review that your whole staff team in each hotel is proactively encouraged to come up with 
ideas, and is innovative and forward thinking in doing so. 
 
Your managers are encouraged to participate in your strategic planning process on an annual 
basis, and in contributing to improvement plans for their own departments.  Regular team 
meetings ensure that all staff are involved in the continuous improvement process. Your 
overarching improvement strategy is to slowly improve, one step at a time, focused on 
improving the guest experience to secure high levels of customer satisfaction and repeat 
business. There is no doubt that this strategy is highly effective, demonstrated by happy guests, 
happy staff and two thriving hotels. 
 
You obtain feedback from guests through guest questionnaires which are distributed on 
departure.  This information is reviewed and collated to support continuous improvement at 
every level.  The data is shared with staff each month. At the Sheraton, your people explained 
that if they are mentioned by guests in a positive way they are put into a raffle, incentivising 
them to further enhance the guest experience. Your people impressed when explaining that  
should a guest be unhappy about anything, all staff were quickly made aware of the guest 
concerned, going the extra mile to ensure that everything else went smoothly during their stay. 
 
Through this review you provided an overview of the training delivered over the last 12 months, 
in part reflecting your investment in people, although this was something that is not done as a 
matter of routine. Routinely, and at least annually,  recording your total  investment in people 
each year will enable you to evaluate the cost benefit analysis and impact of your people  
strategies as a basis for  continuous improvement  going forward.  Sharing the findings of your 
staff surveys and involving your people in identifying people strategy improvement 
opportunities will also be important. 
 
You provided some excellent examples of how your approach to continuous improvement has 
had a positive impact on hotel performance. For example, at The Elgin your Tiny Tweaks 
strategy led to a suggestion to place a ‘tablet’ in a public area to increase the number of Trip 
Advisor reviews. Another team member suggested that this should be encouraged more 
proactively, asking guests staying in your hotel to write a review.  This resulted in an 
improvement in your ranking from No. 7 to No. 5 on Trip Advisor. 
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It was impressive to hear the way in which you look outside of your organisation to identify 
opportunities for improvement. Recent examples include scanning your external environment 
to find out what people look for in a hotel when they visit Blackpool, resulting in the 
establishment of a swimming pool at the Sheraton.  At The Elgin, you took your staff to a 
prestige hotel to learn about how they run their hotel and manage different aspects of service 
delivery. Staff confirmed that they  are actively involved in reviewing learning points and 
making decisions about what might be implemented in their own areas as a result.   
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CREATING SUSTAINABLE SUCCESS 
 

 
 

 

Team Scores 
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Interview Comments:  

“We are trying to be the number one hotel in Blackpool. We are always trying to do better for the 
guest, try to improve the guest experience, say hello and make it a pleasant environment. That is why 
our customers like us because we are all friendly and make them feel welcome. They come back year 
on year.” 
 
“The manager wants things to run smoothly and constantly improve the hotel. We listen to guests and 
do anything that we can do to make them happy.” 
 
“The manager is always saying say yes to the guests. We do everything that we can to keep guests 
happy. “ 
 
“The changes associated with the Pandemic were handled really well. We had to make changes to how 
we work and it was handled well. I was not involved quite so much; it was mainly managers but it was 
well handled. Communication was constant, very reassuring, letting us know what was happening, what 
we need to do.” 
 
“Last year we did a big charity walk and all dressed up as comic book characters. We raised money for 
Molly Ollys and the Boathouse Youth which looks after underprivileged kids on a large council estate 
in Blackpool. We did a walk along the prom from the hometown all the way to the pleasure beach and 
back.” 
 
“We did some fundraising for a children’s charity in Blackpool. It was all over the news, it was really 
good.” 
 
“I think that we do have a good reputation as a business that cares for its guests. We do a lot of things 
with the Rotary Club, Ladies groups, we do charity work to raise funds for a children’s charity. A few 
people have chosen to book with us because they are aware of our charity work.” 
 
“I love my job and working here. Everyone is so friendly and get along so well. This is a great place to 
work.” 
 
 “I would say that this is a good place to work. We share shifts out fairly, everyone is friendly, you are 
looked after and cared for, and always thanked at the end of each shift. Our manager is appreciative.” 
  
“When compared to the previous owner, it is wonderful now. We really feel appreciated for what we 
do.  Everyone is happy to work here.” 
 
 

Overview 

Both The Elgin and Hotel Sheraton has a formal business plan which details your future 
priorities. Your business plans are shared with staff either by distributing it or discussing it 
during away days and regular team meetings.  Staff are indirectly involved in planning through 
your meetings infrastructure, day to day communications and your great strategy of tiny tweaks 
to continually improve performance. Feedback confirmed that change is managed well and is 
something that all staff are involved in as a matter of routine. 
 
It was evident throughout this review that you are always open to new ideas and ways of 
operating to ensure high levels of guest satisfaction and repeat business.  There were some 
excellent examples of teams identifying opportunities for improving services or ways of 
operating, and taking ownership of making that happen. One example was provided at the Hotel 
Sheraton, where the bar staff  saw a gap in bar sales and so introduced a cocktail menu to 
enhance sales and profits. They conducted market research,  identified cocktails which would 
maximise your service and bar offering for  guests. The whole bar  team decided on what 
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cocktails would work based on a busy Saturday night.  This was a satisfying development for 
staff who now enjoy the creative aspect of their role. 
 
You are high performing in understanding your external environment. The way in which you 
have forged meaningful relationships with stakeholders and your wider community is truly 
impressive. Examples of this include participating in community events, such as beach clean 
ups, and purchasing fresh produce from local businesses. You have done a great deal to establish 
your reputation as a business which cares for its guests as well as the community, raising funds 
for local charities and good causes. For example, doing a charity walk to raise funds for 
underprivileged children on a large council estate in Blackpool, and raising funds for Molly Ollys 
Wishes.  Staff felt that this charitable work has led to people booking with you because they 
have heard of the wonderful work that you do. 
 
In short, this review was quite heart-warming. Without exception, your people in both hotels 
were very consistent in confirming that their hotel is a great place to work. Your kindness 
towards your people is exceptional, and something which is widely recognised and greatly 
valued.  You have established something very special in your hotels for guests and staff alike, 
and should be extremely proud of what you have achieved. 
 

“This is literally the best job that I have ever had. If I make mistakes nobody 
makes me feel badly about it.  I love my job and my employer. They are very 
caring and really look after us.” 
 
“Nigel is a great boss. He treats the staff very well. There aren’t many hotels in 
Blackpool who treat people like Nigel does. He is constantly praising us and comes 
into the hotel every evening to get feedback from guests. He gives feedback to all 
the staff, too. That makes an enormous difference.” 

 
“I think that the MD is a good employer. I have worked in a lot of jobs in my life, 
and he is probably one of the best. He knows your name and speaks to  you by 
name and says hello when he sees you. He can’t do enough for the staff. He is such 
a kind person.” 
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Want to get in touch? 

 

info@investorsinpeople.com 
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