
 

Hospitality Performance Mastery™ 

A 180-Day Hospitality Business Transformation & Commercial Excellence Framework 

Program Duration: 180 Days (24 Weeks) 

Delivery Model: Executive Advisory • On-site Consulting • Operational Diagnostics • Leadership 
Coaching • Departmental Training • SOP Development • Revenue Optimization • Performance 
Reviews 

Target Audience: Hotels, Resorts, Lodges, Camps, Boutique Hotels, Restaurants, Clubs, Conference 
Centres, Serviced Apartments, Event Venues, and Hospitality Groups. 

Delivery Philosophy: We don't simply advise we embed within your operation, working alongside 
your leadership team to build systems, develop people, optimize revenue, and deliver measurable 
commercial and operational transformation. 

Program Overview 

The Hospitality Performance Mastery™ Program is an enterprise-level hospitality transformation 
framework designed to improve profitability, operational excellence, guest satisfaction, employee 
performance, and long-term competitiveness. 

Unlike conventional hospitality training, this program combines consulting, implementation, 
coaching, and operational execution. Every recommendation is converted into practical systems, 
measurable KPIs, and sustainable operational standards. 

The methodology integrates internationally recognized hospitality management principles with 
practical implementation tailored to the realities of African and emerging hospitality markets. 

Program Objectives 

The program aims to transform hospitality businesses into high-performing, guest-centric, 
profitable operations by strengthening: 

a) Commercial Performance  
b) Revenue Management  
c) Food & Beverage Profitability  
d) Guest Experience Excellence  
e) Operational Systems  
f) People Capability  
g) Leadership Effectiveness  
h) Brand Positioning  



 

i) Financial Performance  
j) Business Sustainability  

Expected Business Outcomes 

Upon completion, participating organizations should achieve measurable improvements in: 

Commercial Performance 

a) Revenue Growth  
b) RevPAR  
c) ADR  
d) Occupancy  
e) Average Spend per Guest  
f) Ancillary Revenue  
g) Banqueting Revenue  

Financial Performance 

a) Gross Profit Margin  
b) EBITDA  
c) GOP  
d) Food Cost %  
e) Beverage Cost %  
f) Payroll %  
g) Cost Control  

Guest Experience 

a) Guest Satisfaction (CSAT)  
b) Net Promoter Score (NPS)  
c) Online Review Ratings  
d) Guest Retention  
e) Repeat Business  
f) Referral Business  

Operational Performance 

a) SOP Compliance  
b) Service Consistency  
c) Productivity  
d) Quality Assurance Scores  
e) Audit Compliance  



 

PROGRAM STRUCTURE 

PHASE 1 Business Diagnostic & Commercial Assessment 

Duration: Weeks 1–3 

Objective is to conduct a comprehensive assessment of commercial, operational, financial, and guest 
experience performance. 

Module 1 Executive Hospitality Audit 

Assessment Areas 

Commercial 

a) Revenue streams  
b) Occupancy analysis  
c) ADR  
d) RevPAR  
e) Market segmentation  
f) Channel mix  

Finance 

a) Profitability  
b) Cost structure  
c) Cash flow  
d) Budget performance  

Operations 

a) Rooms Division  
b) Food & Beverage  
c) Events  
d) Housekeeping  
e) Engineering  
f) Security  

Guest Experience 

a) Guest journey  
b) Service standards  
c) Brand consistency  



 

d) Customer feedback  

Human Capital 

a) Organization structure  
b) Skills assessment  
c) Leadership capability  
d) Performance management  

Deliverables 

a) Executive Diagnostic Report  
b) SWOT Analysis  
c) Revenue Opportunity Matrix  
d) Profit Leakage Assessment  
e) Transformation Roadmap  
f) Executive Dashboard  

PHASE 2 Commercial Performance & Revenue Optimization 

Duration: Weeks 4–7 

Objective is to maximize revenue from every guest interaction through disciplined commercial 
management. 

Module 2 Revenue Optimization 

Activities 

a) Revenue strategy  
b) Market segmentation  
c) Pricing architecture  
d) Dynamic pricing  
e) Occupancy optimization  
f) Distribution strategy  
g) Channel management  
h) Forecasting  
i) Revenue meetings  

Module 3 Ancillary Revenue Development 

Revenue Opportunities 



 

a) Spa  
b) Laundry  
c) Airport transfers  
d) Tours  
e) Activities  
f) Retail  
g) Conference services  
h) Premium experiences  
i) Membership programs  

Deliverables 

a) Revenue Strategy  
b) Revenue Calendar  
c) Pricing Matrix  
d) Ancillary Revenue Framework  
e) Revenue Dashboard  

PHASE 3 

Food & Beverage Commercial Excellence 

Duration: Weeks 8–11 

Objective is to improve food and beverage profitability while enhancing guest satisfaction. 

Module 4 Menu Engineering 

Activities 

a) Menu profitability analysis  
b) Contribution margin analysis  
c) Menu psychology  
d) Product mix optimization  
e) Menu redesign  
f) Signature offerings  

Module 5 

Cost Control & Purchasing 

Focus Areas 



 

a) Food cost control  
b) Beverage cost control  
c) Inventory management  
d) Procurement systems  
e) Waste reduction  
f) Yield management  
g) Recipe costing  
h) Portion control  

Deliverables 

a) Menu Engineering Report  
b) Menu Redesign  
c) Cost Control Manual  
d) Recipe Cost Cards  
e) Procurement SOPs  

PHASE 4 

Guest Experience Excellence 

Duration: Weeks 12–15 

Objective is to create memorable guest experiences that increase loyalty and strengthen brand 
reputation. 

Module 6 

Guest Journey Engineering 

Journey Stages 

Discovery 

↓ 

Reservation 

↓ 

Arrival 

↓ 



 

Check-in 

↓ 

Accommodation 

↓ 

Dining 

↓ 

Experiences 

↓ 

Departure 

↓ 

Post-Stay 

↓ 

Referral 

Module 7 

Service Excellence Standards 

Develop standards for 

a) Front Office  
b) Concierge  
c) Housekeeping  
d) Restaurants  
e) Bars  
f) Reservations  
g) Events  
h) Telephone etiquette  
i) Complaint management  
j) Recovery service  

 



 

Deliverables 

a) Guest Journey Blueprint  
b) Service Standards Manual  
c) Guest Experience SOPs  
d) Mystery Guest Program  
e) Service Recovery Toolkit  

PHASE 5 

People Performance, Training & SOP Excellence 

Duration: Weeks 16–19 

Objective is to build a highly skilled, disciplined, and guest-focused workforce. 

Module 8 Hospitality Training Academy 

Departmental Training 

a) Front Office  
b) Housekeeping  
c) Food Production  
d) Food & Beverage Service  
e) Reservations  
f) Sales  
g) Finance  
h) Engineering  
i) Security  
j) HR  

Module 9 Standard Operating Procedures 

Develop SOPs covering 

a) Guest services  
b) Operations  
c) Safety  
d) Finance  
e) Procurement  
f) Inventory  
g) Maintenance  
h) HACCP  



 

i) Housekeeping  
j) Emergency response  

Deliverables 

a) Complete SOP Manual  
b) Training Curriculum  
c) Competency Framework  
d) Skills Assessment Matrix  
e) Department Checklists  

 

PHASE 6 Events, Banqueting & Conference Excellence 

Duration: Weeks 20–22 

Objective is to maximize profitability from meetings, incentives, conferences, events, weddings, and 
social functions. 

Module 10 Banqueting Revenue Optimization 

Activities 

a) Market positioning  
b) Packaging strategy  
c) Pricing  
d) Sales pipeline  
e) Event operations  
f) Upselling  
g) Vendor management  
h) Post-event follow-up  

Module 11 Conference & Wedding Excellence 

Focus Areas 

a) Sales process  
b) Planning checklists  
c) Event execution  
d) Guest satisfaction  
e) Revenue optimization  
f) Referral systems  



 

Deliverables 

a) Events Sales Playbook  
b) Banqueting SOPs  
c) Conference Operations Manual  
d) Wedding Packages  
e) Event KPI Dashboard  

 

PHASE 7 Leadership, Governance & Business Sustainability 

Duration: Weeks 23–24 

Objective 

Embed governance, accountability, and continuous improvement across the organization. 

Module 12 Executive Performance Management 

Develop 

a) Balanced Scorecards  
b) Executive KPIs  
c) Department Scorecards  
d) Leadership coaching  
e) Business reviews  

Module 13 Hospitality Excellence Governance 

Implement 

a) Daily Operations Meetings  
b) Revenue Meetings  
c) Weekly Leadership Reviews  
d) Monthly Business Reviews  
e) Quarterly Strategy Reviews  
f) Annual Business Planning  

Deliverables 

 Executive Dashboard  
 Department KPI Scorecards  



 

 Governance Framework  
 Performance Review Toolkit  
 12-Month Strategic Action Plan  

Training Curriculum 

Participants receive structured, competency-based training in: 

Hospitality Leadership 

a) Strategic leadership  
b) Coaching and mentoring  
c) Change management  
d) Decision-making  

Revenue Management 

a) Forecasting  
b) Yield management  
c) Dynamic pricing  
d) Channel optimization  

Food & Beverage Excellence 

a) Menu engineering  
b) Cost control  
c) Purchasing  
d) Beverage profitability  

Guest Experience 

 Luxury service principles  
 Service recovery  
 Emotional intelligence  
 Complaint management  

Operational Excellence 

 SOP implementation  
 Lean hospitality  
 Productivity  
 Quality management  



 

Financial Management 

 Hospitality financial statements  
 Budgeting  
 Cost management  
 Profit optimization  

Sales & Marketing 

 Corporate sales  
 Digital marketing  
 Event sales  
 Customer relationship management  

Compliance & Risk 

 HACCP  
 Health & safety  
 Fire safety  
 Audit readiness  
 Regulatory compliance  

Comprehensive Hospitality Toolkit 

Participants receive a complete implementation toolkit including: 

Executive Management 

 Hospitality Performance Dashboard  
 General Manager Operating System  
 Balanced Scorecard Framework  
 Executive KPI Dashboard  

Revenue Management 

 Revenue Strategy Toolkit  
 Pricing Calculator  
 Occupancy Forecast Model  
 Revenue Meeting Templates  

Food & Beverage 

 Menu Engineering Workbook  



 

 Recipe Costing System  
 Food Cost Calculator  
 Beverage Cost Control Toolkit  

Guest Experience 

 Guest Journey Mapping Toolkit  
 Service Standards Manual  
 Mystery Guest Audit Forms  
 Guest Feedback System  

Operations 

 Departmental SOP Manual  
 Daily Operations Checklists  
 Quality Assurance Checklists  
 Preventive Maintenance Planner  

Human Resources 

 Competency Framework  
 Training Calendar  
 Skills Assessment Toolkit  
 Performance Appraisal Templates  

Events & Banqueting 

 Sales Proposal Templates  
 Event Planning Checklists  
 Function Sheets  
 Wedding Operations Toolkit  

Governance 

 Leadership Meeting Templates  
 Risk Register  
 Compliance Audit Tools  
 Continuous Improvement Register  

Governance Framework 

Executive Sponsor 



 

Provides strategic oversight, approves resources, and ensures alignment with ownership objectives 
and long-term business strategy. 

General Manager / Property Leader 

Leads the transformation program, drives cross-functional execution, and is accountable for 
commercial, operational, and guest experience outcomes. 

Transformation Steering Committee 

Comprising Heads of Department (Rooms Division, Food & Beverage, Sales & Marketing, Finance, 
Engineering, Housekeeping, Human Resources, Security, and ICT), this committee reviews progress, 
removes barriers, and ensures cross-departmental alignment. 

Department Heads 

Own departmental implementation plans, monitor KPIs, coach supervisors, ensure SOP compliance, 
and report performance through structured governance meetings. 

Supervisors & Team Leaders 

Embed standards at the operational level, conduct daily briefings, reinforce service excellence, and 
monitor team productivity and compliance. 

Frontline Associates 

Deliver consistent guest experiences, adhere to operational standards, identify improvement 
opportunities, and contribute to a culture of hospitality excellence. 

 
 
 
 
 
 
 
 
 
 
 
 
 



 

Executive KPI Framework 

Commercial 
Excellence 

Guest 
Experience 

Operational 
Excellence 

Financial 
Performance 

People & 
Culture 

Occupancy (%) 
Guest 
Satisfaction 
(CSAT) 

SOP Compliance (%) 
Gross Operating 
Profit (GOP) 

Employee 
Engagement 

Average Daily Rate 
(ADR) 

Net Promoter 
Score (NPS) 

Quality Audit Score EBITDA Margin 
Training 
Completion 

Revenue per 
Available Room 
(RevPAR) 

Online Review 
Rating 

Service Delivery Time Food Cost (%) Staff Retention 

Average Spend per 
Guest 

Repeat Guest 
Ratio 

Housekeeping 
Productivity 

Beverage Cost (%) 
Leadership 
Effectiveness 

Banqueting Revenue Referral Rate 
Preventive 
Maintenance 
Compliance 

Payroll Cost (%) 
Internal 
Promotion Rate 

 

Success Metrics by Day 180 

Organizations completing the Hospitality Performance Mastery™ Program should expect to 
achieve: 

 Sustainable revenue growth through optimized pricing, enhanced distribution, stronger 
upselling, and increased ancillary revenue.  

 Improved profitability driven by menu engineering, disciplined food and beverage cost 
control, and efficient operational practices.  

 Higher guest satisfaction, stronger online reputation, and increased repeat business resulting 
from a consistently delivered, well-engineered guest experience.  

 Standardized operations through comprehensive SOPs, departmental checklists, and 
structured quality assurance systems.  

 Enhanced employee capability through competency-based training, coaching, and 
performance management aligned with hospitality best practices.  

 Increased profitability from meetings, conferences, weddings, and banqueting through 
structured sales processes, operational excellence, and revenue optimization.  

 Strong governance, leadership accountability, and data-driven decision-making supported by 
executive dashboards, balanced scorecards, and disciplined management operating routines.  

 A resilient, scalable hospitality business capable of delivering exceptional guest experiences, 
sustained financial performance, and long-term competitive advantage.  



 

 
 
 
 

Corporate Value Proposition 

The Hospitality Performance Mastery™ Program is a comprehensive hospitality transformation 
system that integrates commercial strategy, operational excellence, guest experience design, 
financial discipline, leadership development, and performance governance into a single 
implementation framework. Rather than delivering isolated training sessions or advisory reports, the 
program embeds proven hospitality management systems directly into the business, equipping 
leaders and teams with the capabilities, tools, and disciplines required to achieve measurable 
improvements in revenue, profitability, guest loyalty, operational efficiency, and brand reputation. It 
enables hospitality organizations to transition from reactive management to a high-performance 
operating model that consistently delivers exceptional guest experiences and sustainable 
commercial success 

 


