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‘BEING HAND PICKED’ WINS THE TRAINING JOURNAL AWARD FOR CUSTOMER SERVICE
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· Hand Picked Hotels receive nationally recognised training award as 75% of staff rate their employee experience at Hand Picked Hotels as ‘good to fantastic'

·  ‘Being Hand Picked’ training scheme is “a well designed and implemented programme” according to TJ Award judges
Hand Picked Hotels, the collection of 17 country house hotels in the UK, has been awarded the Training Journal Award for Customer Service for its training scheme - ‘Being Hand Picked’. 
The TJ Awards were held at the Commonwealth Club on 21st September, following the 5th Annual TJ Conference. The Awards have grown in reputation over the past few years and are now nationally recognised as a mark of excellence in training. 
Hand Picked Hotels’ success at the TJ awards was the result of the hotel group’s training programme – ‘Being Hand Picked’, which aimed to improve customer service across the group by energising Hand Picked’s culture and encouraging team members to deliver a special ‘Hand Picked Experience’.
The judges were particularly impressed that the programme was delivered by employee ‘Service Champions’ across the hotel network. A particular strength of Hand Picked Hotels’ application was the measurable results - guest compliments rose by 33%, Loyalty Club membership figures rose from 4,884 to 8,065 whilst nearly 77% of staff rated their employee experience as “good to fantastic”.

Hand Picked Hotels were the only hotel group to win an award across the thirteen categories, with awards going to blue-chip companies including Thomas Cook UK & Ireland, Specsavers and McDonald’s Restaurants.  A full list of winners can be viewed here and their stories will appear in a special TJ Awards' supplement accompanying the November edition of TJ.
Margaret Erstad, Deputy Operations Director of Hand  Picked Hotels, said: “We set out to define the “Hand Picked Experience” for both guests and employees, with the aim of providing some of the highest levels of customer service in the tourism and leisure industry. We have invested time and money in training our staff and have seen some excellent results. “
The judges comments stated:  “Overall a well designed and implemented programme, with a high degree of employee involvement.”
The picture shows Martyn Sloman, TJ's principal consultant to the L&D 2020 research project, presenting the award to Margaret Erstad, Deputy Operations Director, and Lesley Pritt, Group Training & Standards Manager, from Hand Picked Hotels. 

For more information on Hand Picked Hotels, contact 0845 458 0904 or visit www.handpickedhotels.co.uk
- Ends-

Notes to editors

For further press information or images please contact the Hand Picked press office at Four Communications hph@fourcommunications.com or telephone +44 (0)870 626 9953. 

About Hand Picked Hotels

The award-winning Hand Picked Hotels collection, created by former City lawyer Julia Hands, are luxurious country house hotels renowned for exquisite food, fine wines and excellent service in stylish, relaxing surroundings. There are 18 hotels across the UK, including one partner hotel with locations ranging from the New Forest and Jersey to Yorkshire and Edinburgh.  Hand Picked Hotels focuses on the quality of its service and cuisine and 15 hotels have achieved two AA rosette status with Norton House Hotel & Spa in Edinburgh winning three AA rosettes.  In addition Norton House Hotel & Spa was awarded AA Hotel of the Year for Scotland 2008-2009.  Five hotels have achieved red star status, being recognised as amongst the AA's Top 200 hotels in the UK & Ireland. In 2007, Julia Hands was awarded an MBE in the Queen's Birthday Honours List for services to the hospitality industry. 

About Training Journal

Training Journal is the only monthly publication in the UK dedicated exclusively to the Learning and Development industry. Its contributors are some of the leading voices and most recognisable figures within the industry ensuring TJ remains the thought-leading publication for the L&D profession. www.trainingjournal.com is the largest L&D resource online and features thousands of articles to assist anyone working in workplace L&D.

First published in 1965 as Training Officer, the magazine was acquired by Dods Group PLC in 2003 and was re-branded as TJ: the publication for learning and development in November 2005
