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LETTERS FROM OUR READERS

Dear Editor,

It has been said that domestic serviceis nat a job, it’s a lifestyle
My husband refers to our placement as “geting that perfect
address without having to pay the price” One can disagree with
my husband--I frequently have. But on this matter, if you don’t do
correct and thorough interviewing, you WILL pay theprice.

One case in paoint: nat so long ago, we interviewed with a fine
younger couple with a teenager at home and two grown kids out
on ther own. My “littleneck hairs’ went up during theinterview
because the Mrs. sat with her arms crossed and seemed a bit
reluctant to participate The teen, when introduced to us, seemed
sullen and unresponsive Nat good signs for agood future

We did nat ignore the signs but instead discussed our concerns
with theagency invaved in recruiting us. The owner said, “ Oh,
that’s because they are from a different lifestyle, beng European,

and women arenct sovoca there” Webdieved her because this
particular agent had ben very forthcoming in the past. She
clased our discussion with, “Besides, Mrs. doesn’t redlly fed the
ned for full staffing at this time, but it’'s a position the hired
couplewill hdp her develop”.

Sounded good at the outset, but we had not followed our
instincts. This couple had never had staff before, so we thought,
“Wecan train them.” We accepted their offer, got on famously,
and became overnight full-time, valued staff. Happy ending?

Within 18 months of service Mrs. filed for divorce and what had
developed into a great and secure future for us became a disaster
almost equally as fast. My position was diminated and we went
from a financial comfort zone at the “ perfect address’ to seeking
new employment.

So, in closing, be sureto discuss your instincts clearly. We now
utilize a “Ben Franklin” format — listing pros and cons and
giving more weight to the cons than the pros. Be diligent.
Always bemindful of a“worst case scenaric’ becauseit is likey
the worst case will evolve and that perfect address and lifestyle
will crumblefaster than abiscuit in acup of tea.

Jennifer Lordly Stemes
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Dear Editor,

Thanks for the space in the Modern Butlers' Journa and for
printing my contact information. Could you please make a nate
that we are the International Association FOR Private Service
Professionals, not OF Private Service Professionals?

Thank you!

David Bertnick, President, IAPSP

Dear David,

Thank you for your message. Good Call. I see that we did
not catch it when you gave greetings to the International
Association for Modern Butlers instead of International
Association of Modern Butlers either. We will know better
in the future.

The Editor
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Dear Editor,

Thank you again for another interesting read from Modern
Butlers. Asyou correctly mentioned, you work on “thefit," nat
just the placement and thefee It is hard tofind a placement, we
al know this...and as we get dder, “the fit” is so much more
important than just "ajob." Thejob market as we al know has
gregtly changed over the past few years, not only the demands
but aso the class of employers. |, for one, would rather sweep
streets than work for a lot of the people out there seking people
like ourselves. | have a friend in London who is working for (a
certain family) at the moment and the poor girl hates it, soit's
not just alocation thing anymore

It takes time and effort on bah sides, and we as the employee
need to do as much "homework” on them as they do on us. |
think it's very sad that alat of agents still don't care about who
ther clients are and what they are like (they only care) to get a
warm bady on the post, receve their fee and run for the hills,
leaving us nat only holding the baby but also the bathwater. To
pull people out of one job to jump into the fire of ancther is
shameful, but weknow it goes on.

We need honest, caring people like yoursdf on our side and |
know I'm not alone when | say, "we are thrilled and honored
that you and your team dowhat you do for theindustry."

Paul Burgess-Williams
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Dear Editor:

What an incredible experience béng in Australiaand training at
the Australian Butler School. The class and course work have
ben extremey well thought out. Pamela Spruce is a very good
teacher. Articulate and sharing some great stories. The time
spent at Government House was invaluable Working along side
seasoned professionals and listening to qualified butlersis avery
rich experience. | will fill you in on moredetails at alater time
Takecare Scott Hawk
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Dear Ms. Ferry,

| would liketo sharewith you an idea that cameto my mind last
wesk: according to my research on the Interndt, no International
Hote Butler Congress or Symposium has been hdd yet. | think
it would be very interesting if Hotd Butlers from all over the
world could come together to share their experiences and find
common strategies to assist the guest. | know Hotd Concierges
havethdr annual meeting, sowhy nat the Hotd Butlers, too? It
could help ustohaveour job beter recognized by the Hospitality
Industry. | would liketo know your views abaut it.

Best wishes,

Osvaldo Torres, Butler Captain

Alvear PalaceHotd, Argentina

Dear Mr. Torres,

Thank you for your excellent idea. We have been discussing
this amongst the board. It might be a good idea to hold such
an event in a central location such as Dubai. We will
announce it in our next newsletter and ask our membership
for feedback on the concept and feasibility.

Regards,

Mrs. Ferry

NOTE TO OUR READERS:
Please give us your thoughts on what you think of this
idea, and your suggestions on when and where might

work for a gathering that would be truly international in
scope. Send your thoughts to me,
monicaferry@modernbutlers.com
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Dear Editor,

| read with interest and some disappointment your remarks
abaut the so-caled British Butler. This would be more clearly
stated if you had said English Butler. | had the privilege and
honour to be formally trained by a so-called British Butler some
twenty-five years ago. They did exist and s& the exceptional
standards for today' s domestic service

My training took me through some very happy and enjoyable
years a a very high levd of service in bah Town and Estate
work. The above-mentioned are two distinct types of service, one
very much diffeent to the ather. For instance in al the
employment agencies about today, | have yet to hear abaut
vading items of clathing and appare necessary when the
employer rides to hounds. All the appare without exception is
hand-made and (maintaining it) requires skills that would
frighten to desth present Butler/Valets. | would be interested in
how today’s female domestic would be able to cope with this
dement and numerous other househdd duties.

Regards, P.S.
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Responses to Mr. James Cole

In our last issue, we printed the following letter:

Hédlo,

My nameis James Cde, | am 13 years old and | attend Penistone
High Schooal in the U.K. In our lessons a schod we are alloved
to do a project on anything we like | have chasen to do Butlers.
When | am older | would lovetobeabutler!! Sol waswondering
if any butlers out therewould liketo give metheir persona view
on being abutler.

Thank you, James Cole

Several of you rose to the challenge and we print a
selection of the responses to Mr. Cole’s letter here:

Dear James,

At present I am a butler in Boston, MA, USA. ...  became a
butler about two and a half years ago, having been a Police
Officer for over ten years. Being a butler is a very
demanding position. On occasion, you will have to work
long hours with no breaks. However, with a great family,
the benefits outweigh the hard parts. There are many
opportunities to travel the world in luxury, live in some
awesome places and earn a good living.

In order to become a butler you have to have the right type
of attitude. You have to have self-discipline, honesty,
integrity and pride in everything you do. These are just
some of the attributes you will need to begin a career in
personal service. Once in a position, you will be expected
to self-monitor and indeed carry on a kind of self-
development. In all walks of life we never stop learning, I
believe more so in a Butler position. ...

Kind Regards, Mick Locke

Hi James,
It's great to hear that someone as young as yourself is
showing interest in the profession. I found the best way



into the industry is to build up a good hospitality
knowledge. Learn about the styles of service, how food is
prepared, how wines and spirits are served. I'm from the
UK and I did a GNVQ and an NVQ in hospitality at
college. This gave me a good idea of what to expect when it
came to following my career path. A lot of skills are picked
up as you go along and most butlers would agree there's
always something else to be learned, so don't feel that
you've got to know it all straight away. ...

Kind regards, Paul Pritchard

Head Butler, The Dorchester
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Dear Editor,

... May | ask you pleasg, is it possible to explain the common
practice of showing al Butlers wearing white cotton gloves. Do
you fed it has some bendficial purpose? | personaly never wore
gloves, neither was | asked to wear them, nor knew anybaly who
did.

My very best regards, P.S.

Dear Mr. S,,

You make a good point. Some butlers do wear gloves, and
doing so can be viewed as more hygienic when serving at
table, more practical when laying a table with polished
crystal and silver, more aesthetic and sharp in appearance
on formal occasions. There are obviously many occasions
when wearing gloves serves no useful purpose.

But to understand why butlers are often shown wearing
gloves, you may want to step outside the narrower confines
of the butler world and consider the subject of marketing
and public relations, most notably Mr. Ries and Mr. Trout on
the subject of positioning and public perception. The answer
to your unease may be found in this arena.

Steven Ferry

Chairman, International Institute of M odern Butlers
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Dear Ms. Ferry,

| want to share with you a suggestion. | think it might be very
interesting to creste a new section in the Modern Butlers' Journal,
something like THE BUTLER DID IT, where butlers from all over
the world could write and share ther experiences in assisting
guests, sowe can learn abaut what wedo at different hotds around
theworld.

Osvaldo Torres, Butler Captain

Alvear PalaceHotd, Argentina

Dear Mr. Torres,
Excellent idea!

Dear Readers,

Please forward any stories to us at
enquiries@modernbutlers.com. Below are two stories that
were submitted to us by Mr. Torres himself.

The Editors

THE BUTLER DID IT!

A couple of guests, coming from New York, were
celebrating their 40"-marriage anniversary. Their Butler
suggested a romantic dinner at the hotel restaurant.

While the wife was in another room, the butler told the
husband about the possibility of creating a romantic mood
during the dinner and....

...Dinnertime came and the couple went down to the
restaurant. After being received and seated by the Maitre
d’, the waiter showed up with two champagne glasses
while the song “Good times, bad times” was being played
by the pianist: it was the melody they had danced to when
they met the first time.

In another incident, a British couple stayed at our hotel.
Their Butler noticed they had a lot of classic music with
them, so he suggested a concert at a local theatre. The next
morning when he asked the guest about the concert, they
were very pleased, saying they had especially enjoyed the
performance of a local guitarist, but they had been unable
to find and buy his CD. The Butler quietly contacted the
concert director who gave him the name of the guitarist,
who accepted an invitation to come to the room of these
guests for a special concert and afterwards gave them the
CD they had not been able to buy.
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THE LIFE OF THE
INSTITUTE'S HOTEL

BUTLER TRAINERS
by Steven Ferry
Charman IIMB

The Institute has upwards of ten

trainers and consultants around

the world who are passing on

their knowledge and experience

to the butlers in the increasing

number of hotels now offering or
planning to offer butler service. If there is one thing that
characterizes living out of a suitcase as a butler trainer, it is
the fact that the suitcase is always well packed and
unpacked by eager hands.

Flippancy aside, the trainers pass on their know-how of the
mechanical actions of butling—packing suitcases,
presenting food and drinks, etc—which is always
appreciated because they raise standards and
understanding. But where the trainers key focus lies, and
which results in the greatest appreciation by the butler
trainees, is in passing on the mindset and communication
skills of the butler.

It is easy to fall into the hospitality mindset, surrounded as
one is by just that. But it takes an understanding of the
butler heritage, who he (or she) is and what he stands for,
to move beyond merely good service into creating the kind
of service levels that butlers typify. It takes a strong
agreement among the butlers to maintain those standards,
goals and expectations.

So when the Institute’s trainers arrive and clarify and
expand the butlers’ understanding and pass on skills to
achieve the kind of smooth communication and



interpersonal skills, the trainees are empowered and
energized.

I leave you with a sample of the feedback from students:

“Excellent, informative, interesting, useful, fun, stress-
free, and easy-to-understand training that is the best I
have ever attended, all from an experienced and
professional butler who is friendly, a good listener,
proud of his profession, and one of the best in his field. I
learned a lot of new and useful information and tips that
have empowered me not only to make my guests happy,
but which are also highly applicable in life situations.
We really appreciate him coming here, full of energy
and life, to share his experience and knowledge, to
show, teach, guide, and inspire us, to be our role model.
We will make him proud! I hope he comes back to train
us again.”

And that is the real payback for the trainers. All in all, quite
a life, suitcases and all.

Steven Ferry
Charman
stevenferry@modernbutlers.com
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THE CURRENT WORLD
FINANCIAL
SITUATION

How it is impacting
hiring and placement in
the private service

industry
by Werne Leutert
Presdent IIMB

From my perspective as a private service staffing consultant,
I am busier than ever. I like to think that the main factor of
my success is simply that I have been focused on this work
for nine years and care for my clients and candidates
equally. Ialso know that three other driving factors seem to
be involved and they are:

*  The wealth boom

* Anaging population

*  The rise of the Internet

The number of wealthy people and the amount of wealth
they enjoy is a major theme of RICHISTAN, an interesting
book by Robert Frank published last year. This book starts
off with statistics about the wealth boom. Citing a Federal
Reserve Board chart, the author points out that the number
of millionaire households has doubled in recent decades to 8
million households today. Mr. Frank researched and found
that at all levels of the wealth ladder, the numbers were
doubling. “By 2004, the richest 1 percent of Americans was
earning about $1.35 trillion a year—(an amount) greater than
the National incomes of France, Italy or Canada”.

In 2005 the US Census bureau published population
statistics including this one: “147% - Projected percentage

increase in the 65-and-over population between 2000 and
2050. By comparison, the population as a whole would
have increased by only 49 percent over the same period.” I
believe that since there are now more very wealthy people
/ families who are also getting older, it is a natural
tendency for some of them to look for ways to create more
time to do the things that they like to do. Hiring household
staff is a natural step to take in this regard.

In the last five years, the use of the Internet for research,
communication and sourcing of goods and services has
grown dramatically. The availability of the Internet to
persons at most economic and age levels has also greatly
increased. For me as a consultant, this means that I can
more economically reach out to clients and candidates
through advertising. My customers can find me now not
just by word of mouth or via a print ad, but also through
keyword searches and links from other web sites. The trick
is to be able to efficiently process the growing number of
contacts.

So, despite what seems to be a bit of economic turbulence
developing in the world today, I believe that the
demographics of wealth and age will keep the top staffing
consultants very busy in the foreseeable future.

Werner Leutert

If you have questions email me at
wernerleutert@modernbutlers.com

Or visit my web site www.homestaffingnetwork.com
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INTERESTING LINKS
THE INTERNATIONAL INSTITUTE OF MODERN
BUTLERS IN THE MEDIA SPOTLIGHT

The Institute recently trained the butler team at the newly
renovated Plaza Hotel in New York City, which was
mentioned in a recent issue of the Sunday New York Times
and other publications:

Jeeves of the Plaza

“THE PLAZA HOTEL, which reopened on March 1 after a
three-year renovation, employs a handsomely attired staff
of bellmen (gold-braided uniforms), doormen (silver
whistles) and housekeepers (white aprons), along with
several concierges (pinstriped suits) and assistant
managers (embroidered damask blouses).” ...

http:/ / www.nytimes.com/2008/03/16 /nyregion / thecity

/16butl.html? r=2&ref=todayspaperé&oref=sloginé&oref=sl
ogin

Some Say the The Plaza Hotel is the World's Most
Famous Hotel

“Rooms Start at $1000 per Night, Guests Will Pay Extra for
the "Eloise" Bubble Bath, with Milk and Cookies"...
http:/ /www.hotel-

online.com/News/PR2008 1st/Mar08 PlazaFlad.html

Butler 2.0
“The services provided by modern-day household
managers range from personal valet to tech wizard.”



An Article in Wells Fargo’s LEGACY Magazine:
http:/ / www.modernbutlers.com/WF Legacy Winter 08.

pdf

“A serviette with your aperitif, Sir?”

“You don’t have to be the guest of a privileged household to
enjoy a butler’s attention.”

Article in SPA ASIA magazine:

http:/ /www.modernbutlers.com/Spa_Asia Jan Mar08.pdf

Complete Pampering: Enter - the Butler

“Luxury hoteliers looking to differentiate their property
while also raising the bar on guest services are increasingly
turning to butlers. While not as common in the United States
as in other part of the world, this growing trend is on the
rise.”

http:/ /www.hotelinteractive.com/hi_index.asp?page id=50
00&article id=10084

More links for Butlers, Household Managers and
other Industry Professionals

Are you looking for a specific item relating to private and/or
hospitality service? Visit the resource page of the Institute of
Modern Butler's new website, where you can find links to
useful websites, from employment agencies to hospitality
industry news sources:

http:/ /www.modernbutlers.com/html/butler-links.html

2008 Mobil 5-star ratings

The complete list of US hotels and restaurants that made the
2008 Mobil 4-star and 5-star list is now available at this link:
http:/ / www.hotel-

online.com/News/PR2008 1st/Jan08 MobilStars.html

The Wall Street Journal

“Battle Rages Over Astor Fortune, Crumbs for the Staff”
http:/ / online.wsj.com /article /SB120008437611684505.html1?
mod=googlenews_wsj

Forbes.com
The World's Billionaires
http:/ /money.aol.com/forbes/general / worlds-richest-

people-2008

Remote Butler

Even in the Internet age, it is still difficult at times to find
sources for various products or services or answers to
questions that are asked by butlers around the world. If you
have a more specific question that you have not been able to
get answered, try using the Institute’s REMOTE BUTLER
service:

http:/ / www.modernbutlers.com/html/butler-service-
questions.html

Butler Training Forum

A forum for discussions about Butler and Household
Management training schools has been established.

Visit and participate at:

http:/ / www.quicktopic.com /37 /H/9IRBG6qugAi]

DEFINING THE PROFESSION

The following definitions are being proposed for the
private service industry. Please feel free to provide your

input, especially if you hold such a position and feel that
something is incorrectly stated. Other titles will be covered
similarly in upcoming issues of the Modern Butler’s
Journal.

Valet (Or Lady’s Maid)

A valet assists a gentleman (or lady) with his wardrobe,
dressing, and packing; he can travel with the employer and
act as a confident. Where the only person in the household
is the gentleman, the valet can also perform light
housekeeping, cook, and chauffeur duties.

Personal Assistant

A Personal Assistant (PA) liaises between the principal and
any other staff, particularly an HM /B, to satisfy the wishes
or needs of the principal. Other duties include
secretarial/ Home Office functions and liaison with office,
calendar management, travel arrangements, budget
management, organizing social events, running errands,
shopping, special projects, and even media and public
relations, as well as traveling with the employer.

A PA’s duties often overlap with the HM, but where there
is no HM, then the PA may find himself or herself hiring,
training, and supervising employees.

Houseman

Primarily responsible for cleaning, the houseman can be
required also to provide light food preparation, as well as
perform shopping and other errands.

Private Chef

Private Chefs handle all matters relating to the preparing,
cooking and presentation of food. They are usually
selected for their familiarity with certain cuisines, their
culinary training, and understanding of dietary issues,
wines and spirits, their experience with

social and household entertaining and

catering, and knowledge of formal table

settings and etiquette.

Cooks generally have experience in all of
the above but lack formal training.

Steven Fary
Charman IIMB

stevenferry@modernbutlers.com

BUTLER TRAINING SURVEY

In September of last year, the Institute sent out a request
for you to give us your feedback on the subject of your
training needs. Well over 100 people responded to our
request and took the time to fill out the survey we had
posted on our website and on the site of the
ButlerBureau.com

So first of all, many thanks to all of you who responded. As
a result of your feedback, we now have a good picture of
what is needed and wanted in terms of location, length of
any courses, prices and what the course curriculum should
consist of. But the most important thing this survey made



clear is that there exists a huge demand for professional
training in our field, especially in North America.

The most recent development in the training arena is a
new, permanent Academy for Butlers and Household
Managers that will soon be opening its doors in Toronto,
Canada. Under the direction of Charles MacPherson, the
school plans to start delivering its first classes in early May
of 2008. The initial eight-week courses will be held at
Graydon Hall Manor in Toronto and include
accommodation, food, field trips and complete instruction
with a registered diploma for graduates.

The International Institute of Modern Butlers wishes Mr.
MacPherson and his team much success with the
Academy and we look forward to receiving positive
feedback from its first graduates!

For more information and a brochure, visit the website at
http:/ /www.charlesmacpherson.com

IN MEMORIAM

The Institute regrets to announce that Mr. Frederick
Fraser, who started the South African School for Butlers in
Cape Town, was robbed and shot to death in Cape Town
around March 10, 2008.

Those students who trained under him during the time the
school was in operation, have generally expressed
pleasure with their experience, appreciation of Mr. Fraser
as a teacher and individual, as well as regret at his
untimely passing.

The IIMB would like to acknowledge the good things that
Mr. Fraser did for the Butlers in his part of the world.

IF YOU CAN'T MAKE IT TO A SCHOOL,
TRY STUDYING AT HOME
Institute Training & Educational Programs

Continuing education for those already in service, who may
be long on experience but short on formal butler training, is
hard to do when one is too busy to take time off work. The
same holds true for anyone wanting to move into the service
industry. That's when a correspondence course has value.
The Institute offers two correspondence courses for butlers,
each at the low fee of US $2,100 (plus materials).

The course for butlers in the hospitality industry is based on
the best-selling industry text, Hotel Butlers, The Great
Service Differentiators. The course for those in private
service is based on the best-selling industry text, Butlers and
Household Managers, 21st Century Professionals.

Both courses include many other industry reference books
and DVD's and numerous practical assignments. Note that
the fee is adjustable for those butlers living and working in
countries with lower wage scales and where the butler is
paying his/her own way.

For more information or to enroll, visit the Correspondence
Course page of the Institute's website:

http:/ / www.modernbutlers.com/html/butler-
correspondence-course-1.html

TIPS FROM A

SILVERSMITH
By David Friedman
Editor’s Note The
Moden Butler’s Journal
is ddighted to present
this contribution, third
in aseries of articles by a
traditional silversmith.

Tip #4: Restoration and Repairs for Your Silver

If you have silver pieces that are damaged, broken, bent or
have missing parts, contact a reputable Silversmith (not a
jeweler). A Silversmith is a professional that is a specialist
in silver repair, re-plating and restoration and is familiar
with the different methods of working with metal items
and soldering temperatures that are required to restore
antique silver items. We prefer you chose a Silversmith
that utilizes ‘old techniques’ and does not do ‘factory’
work. You will be much happier with the results if your
pieces are handled as individual treasures.

Tip #5: About Storage

After you have cleaned your silver, there are a number of
options for storage. Some of the larger households have
Silver Closets or drawers lined with Pacific Cloth which
has a tarnish preventative in the fabric. You can purchase
and install this fabric, but most clients use other options
such as individual flatware wraps, zippered cloth bags or
flatware storage chests. Both Hagerty and Reed & Barton
sell these individual products through the Internet. You
can also easily find these products at your major
department stores, and stores like Bed, Bath & Beyond, etc.

Special tips:

* A large flannel ‘Silver Keeper Bag’ can be used for
multiple items if first wrapped in tissue.

* ‘Silver Keeper Bags’ keep items from being
scratched.

* An extra large tray can be stored in a dark
green/black garbage bag (the air tight feature is
the key here).

* Store away from direct sunlight and dampness.

* A tarnish-preventing strip (3M or Hagerty) can be
tossed into any bag, cabinet or drawer.

* Never use plastic wrap or rubber bands on your
silver.

* Do not wrap in newspaper.

* Remove salt from shakers and thoroughly clean
and dry before storing.

The proper care of your silver will help preserve it for
years and give you generations of pleasure.

Thank you for letting me share my basic tips with you.
Enjoy your silver!

David Friedman



Friedman Silversmiths

1323 Euclid Ave.

Bellingham, WA 98229
www.FriedmanSilver.com
DaveFriedman4Repair@gmail.com

Resources:

Hagerty Products: www.hagertyusa.com (look under “Silver
Care’ and “Storage”)

Flitz Polish: www flitz.com (look for Flitz “Metal Polish”)
Reed & Barton: www.reedandbarton.com (look under
“Casual Flatware Storage”)

3M Anti-Tarnish Strips: www.riogrande.com

Repairs, Plating: www.FriedmanSilver.com

A DAY IN THE LIFE
By Jnnifer Stemmes

Pick it up, dust all around
Put it down exactly as was found

Scrub the baths and the floors
Don't forget the top of the doors

Wash the clothes and the dishes
Do whatever “Madam” wishes

Smile all day and say “Yes Sir”
Forgetting that causes quite the stir

When you’re finished and all is done
Go home, relax and say, “I've won!”

For win you shall when it’s done right
Sleep well; you've earned a very good night!
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TUCK AND ROLL

By Stephen Adams
Contributing writer

It's different in each home. And
some of us are lucky enough not to
need it. But everyone needs to
know aboutit: What to do in case of a domestic argument.

There are some families where fights and arguments
spontaneously erupt, with no regard for staff working in
the same or adjacent room. When this happens, the best
advice is “Tuck and Roll”. Put down what you're doing
and silently leave the room closing the door behind you.
Find work in a room sufficiently isolated that you cannot
hear their voices.

How do you know when you can return to that room? A
Personal Assistant I know once told me it was when the
coroner left and the yellow tape was removed. But the
vast majority of disputes end long before the knife drawer
is opened, or the revolver is drawn.

You know it’s safe to return to your work when the door
you closed is now open and the house is quiet. When one
person has left in a car, is another clue. A slammed door is
often a good indicator that the debacle is over. But wait for
20-30 minutes before you return to the room so that anyone
remaining there has a chance to regain their composure
and leave it.

When you next encounter a family member, pretend you
have no knowledge of any unfortunate exchange. If
invited to talk about it, decline politely by saying you feel
certain you would have nothing of value to offer. If asked
simply to listen, once again decline by explaining that this
is privileged information you would rather not have.

Always look for patterns, because in patterns a story is
told.

Except in extreme circumstances, arguments usually break
out in the same room(s) in the house. Bedrooms and
Kitchens are among those most favored. The time of day is
often the same. Biorhythms, hormonal cycles, fatigue and
hunger all play roles.

Look for these patterns, and be prepared to move to other
rooms and work. Remain at a studied distance from your
employer’ personal lives, and never become a confidant—
no matter how tempting.

IMPORTANT INDUSTRY SALARY
SURVEY

Dear Readers,

The Home Staffing Network salary survey is still in
progress. We invite all private service professionals (Estate
Managers, Butlers, Personal Assistant, Couples, Valets,
Housemen, Housekeepers, Nannies and so forth) to take
part in this important data collection. The form for
submitting your input, together with the raw survey
results to date, may be found at this url:

http:/ / www.homestaffingnetwork.com /tools tips.php?id
=17&category=5

CERTIFICATES FOR INSTITUTE
MEMBERS

To become a member of the International Institute of
Modern Butlers, simply visit our website's membership
page to study and pledge your agreement to the Code of
Ethics for Household and Hospitality —Service
Professionals:

http:/ /www.modernbutlers.com/html/ membership-
details.html

As a service to members, the Institute offers an official
Certificate of Membership to those IIMB members that
wish to display such a Certificate on their wall, or for
inclusion in a resume/CV. Please visit the membership
pages on our website, and follow the link to purchase a
membership certificate. There is a small fee to cover the
costs of printing and shipping.




THE BUTLER IN
TODAY’S HOTEL
BUTLER

ENVIRONMENT

By OsvaldoTorres
Contributing Writer

Butler service in today’s top
quality hotels takes place in the
guest’s micro- and macro-
environment. The butler plays an
important role in the quality
control of the services offered to the guest during his/her
stay. These services may be divided into two major
categories according to the environment associated with

them:

¢ Guest micro-environment: all the services available to
the guest during his/her stay at the hotel.

¢ Guest macro-environment: all the services associated
with activities taking place outside the hotel, e.g.
restaurant reservations, concert tickets, excursions, etc.

By establishing the guest’s profile before his/her arrival at
the hotel, it is possible to anticipate the type of services that
should be offered within each category, verifying that they
are provided as requested and assuring the desired level of
quality. Once the service has been provided, the butler
verifies the guest’'s degree of satisfaction in connection with
it.

Services within the guest’s micro-environment:

Upon arrival, a guest expects to find his room properly
cleaned, nicely scented, with all appliances in good
operating condition and prepared according to his/her
particular needs. For example, if the guest is allergic, the bed
should be made with hard pillows and covers, unscented
cleaning products should be used, etc. If the guest is on a
diet, he/she should find only natural and low-fat products
in the mini bar. The butler is in charge of preparing the room
according to the specific requirements of each individual
guest profile, and of updating the profile after each stay.

Services within the guest’s macro-environment:

In this category, the prior analysis of the guest’s profile and
of the guest’s behavior and preferences during his/her stay
is essential when suggesting activities outside the hotel’s
facilities in order to guarantee the guest’s satisfaction.
Through daily, personalized assistance, the butler can
anticipate the preferences and possible needs of each guest
and choose the best alternative to satisfy them.

For example, according to the type of clothes worn by the
guest, which the butler is familiar with as he has assisted the
guest in unpacking his luggage and is in charge of ironing
them, he can recommend the best places to shop; or, if the
butler sees that the guest has brought opera CDs, he may
suggest attending a performance at the local Opera House.
This information must be shared with all the departments
involved in servicing the guest, and they in turn must
provide similar information to the butlers” department.

Follow-up of the guest's degree of satisfaction in
connection with the services provided outside the hotel is
vital to ensure quality.

The resulting information from both categories of services
shall be recorded in a Final Profile for each guest that will
serve as a reference for future stays.

The combination of the quality of the services offered
within the guest’s micro- and macro-environments affect
the guest's overall satisfaction with the particular
destination, generating a sense of wellbeing and the desire
to return.

Mr. Osvaldo Torres is the Butler Captain at the Alvear
Palace Hotel in Buenos Aires, Argentina

CADBURY - ADVICE
FROM A BUTLER

Dear Cadbury,

| am starting a new paosition as House

Manager for a staffed home with three

housekegpers, a Chef, a Houseman and
two outside staff. This staff team has been stable for several years.
There have been three other HM's in my rde in the past two
years. | have weighed the risks of nat achieving the long-term
employment relationship that | seek because | am impressed with
the employers, staff and location. Not surewhy my predecessors
did nat last. Doyou haveany advicefor me?
Regards, Robet

Dear Robert,

It takes a year to get the full support from staff. You have
to prove yourself. Therefore the thing to do when you start
is to do a lot of listening, ask questions, be supportive, but
don't lay a new schedule and way of doing things on them
right away.

When I had staff to manage I created a daily worksheet for
each person/job. In my computer, I had a folder for
Housekeeping and in it, 7 days marked Monday, Tuesday,
etc. Each of these tasks sheets were similar on a daily
basis, but if Wednesday was “change the beds day,” then
on the Wednesday task list that was already noted. Each
day I would review the next day’s list and fine-tune it. So
if Susan was working on Wednesday, I would write:
“Good Morning Susan.” At the bottom of the standard list
would be a place for “Other” and here I would note any
extra things that Susan needed to know or that I wanted
her to do. I would handwrite a “thank you” at the bottom
of the daily task list. I posted this list on the staff bulletin
board and there was a place for it to be returned to me at
the end of the day with any notes - like “the vacuum
cleaner seems to not be working right,” or “there is a new
stain in the carpet of the green room.” Those items would
then go on a TO DO list.

I found that at first, the staff resisted the idea because it
was new, but gentle encouragement and consistently doing
it got very excellent results in the long run. I knew what
was done and not done on a daily basis by the things
marked off on the checklist and I found out early on about



any problems. The staff knew that I cared and appreciated
what they were doing. Team building!

Getting the staff to love you is job number one.
Cadbury
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A BIT OF HUMOR

A man owned a small ranch in New Mexico. The State of
New Mexico claimed he wasn't paying proper wages to his
help and sent an official notice and then an agent out to
interview him.

“I need a list of your employees and how much you pay
them,” demanded the agent.

“Well,” replied the rancher, “there's my ranch hand who's
been with me for 3 years. I pay him $200 a week plus free
room and board. The cook has been here for 18 months and
I pay her $150 per week plus free room and board.

“Then there's the half-wit who works about 18 hours every
day and does about 90% of all the work around here. He
makes about $10 per week, pays his own room and board
and I buy him a bottle of bourbon every Saturday night.
He also sleeps with my wife occasionally.”

“That's the guy I want to talk to --- the half-wit,” said the
agent.

“That would be me,” replied the rancher.

RECENT GRADUATES

ONE OF THE INSTITUTE’S TRAINERS, MR. BUDI PRIHARDJANTO,
WITH HIS MOST RECENT CLASS AT THE RITZ CARLTON IN KUALA LUMPUR, MALAYSIA

The Institute is the only US-based organization teaching the
skills and mindset of the traditional butler as applied to the
modern world's service needs. We are the only training
organization in the world that focuses on developing the
mindset, persona, attitude, and communication skills that are

vital to the butler level of service in today's employees.

Contact us for all your training needs via email at
enquiries@modernbutlers.com or via telephone: USA 1-813-
354-2734. We invite you to also visit our website,

http:/ / www.modernbutlers.com, for more information.

NOTE TO OUR READERS: We continuously add to our
mailing list the names of those people who contact us
directly or who contact our board members. If you do not
wish to receive the Journal or other mailings from the
Institute, please email the editor of the newsletter to
unsubscribe.

Please email the editor of The Modern Butlers’ Journal at
newsletter@modernbutlers.com with any article ideas,
concerns, comments, or suggestions regarding the
newsletter.



