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Every world-class company is driven by a clearly 
articulated culture understood and lived throughout the 

staff complement.



People are motivated by a purpose which allows them to 
part of something greater then themselves.  

R C A  C O N S U L T I N G  |  C O M P A N Y  R E G :  2 0 0 7 / 0 8 1 8 4 3 / 2 3 |  V A T  N R :  4 2 7 0 2 7 6 0 8 4



Guests spend more & return 
to places where they 
experience value at 

multiple touch points.



rcaconsulting.biz

At RCA, we assist companies to 
build people-centric cultures by 

training & measuring the 
appropriate mindset & skill-set.



1. Defining our 
Customer 
Experience 
Expectations.

2. Educating to 
eliminate the 
competency deficit.

3. Measuring to 
create 
accountability and 
establish the truth.

Our HOW
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Leadership 2.0
CLIENTS: The brands we have audited or trained in the last 12 months.
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Summary of Approach

ACCOUNTABILITY: 
• MYSTERY GUEST 

PROGRAMME

TRANSPARENCY:
• ALL STAKEHOLDERS 

KEPT IN THE KNOW 
AS TO STAFF 
PERFORMANCE

TRAINING STAFF ON:
• PSYCHOLOGY
• SKILLS

DEFINING OUR:
• PURPOSE
• VALUES
• BEHAVIOURS

1. DEFINE
(Customer 

Journey 
Standards)

2. 
EDUCATE
(Staff Training)

3. 
MEASURE
(Mystery Guest 

Programme)

4. 
FEEDBACK

(Reporting 
Approach)

Using what is 
already in place or 
working with the 
client to develop.

POSITIONS: 
Frontliners to 

Managers.

CHANNELS: 
E-Learning & 

Live Workshops

Measuring the 
Customer Value 

Proposition

Empowering the 
community with 

transparency.



Cultivating the Next 
Leaders within 
Vrede en Lust

Training staff to execute key moments of 
truth more effectively and consistently. 
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Vrede en Lust
DIGITAL LEARNING
ACADEMY

ENROLL

Powered by RCA Consulting

• O n b o a r d i n g  &  I n d u c t i o n s

• K e y  P r o d u c t  K n o w l e d g e

• H R  &  C o m p l i a n c e  D o c s

• K n o w i n g  t h e  V r e d e e n L u s t  B r a n d  a n d  

S t o r y

• R C A  C o n t e n t
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THE VREDE EN LUST PLATFORM



E-LEARNING 
CONTENT 

OVERVIEWS



Leadership/Managerial Level (including those being groomed for higher positions) 



Leadership/Managerial Level (including those being groomed for higher positions) 



Leadership/Managerial Level (including those being groomed for higher positions) 



Frontline Staff



Frontline Staff



Live Training Modules

Vrede en Lust 
Service Culture 

Module
ALL FOH & HOUSEKEEPING STAFF

Vrede en Lust 
Compelling 

Communication 
Module

ALL FOH & HOUSEKEEPING STAFF

Best in Class Waiter 
Module

F&B STAFF

Floor Managers 
Module
ALL FOH STAFF

Out the Bottle Wine 
Service Module

F&B STAFF

Supervisors Module
ALL FOH STAFF

Heroic 
Housekeepers 

Module
ALL HOUSEKEEPING STAFF

Formidable Front 
Office Module

ALL FRONT OFFICE STAFF
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The VNL Service Culture Module

Focus Areas:
• What is a Culture of Service?
• Understanding today’s establishment Guest: What are 

their expectations?
• Building a Relationship: Connecting to guests through 

knowledge.
• Creating a Memory: Exceeding Guest Expectations 

more consistently.
• Developing your Relationship with fellow team members.
• Case Study – Learning from those who have been there 

and done it.
• Approaching service with the Proactive lens.
• The Importance of Product Knowledge: Adding value 

beyond expectation
• Thinking out the Box: The ability to solve a guest’s needs

• Developing the capacity for Attention to Detail: 
Addressing the finest aspects of Service and Self. 

• Listening Skills: Developing the amount of information you 
retain from a guest

• The Power of Teamwork in Service: Practical exercises to 
build teamwork

• Knowing your Establishment: Developing the ability to 
converse on your establishment to guests based on 
acute knowledge thereof 

1 Day Module

Our Foundation Module
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The VNL Compelling Communication Module

Focus Areas:

• What is Communication in Hospitality?

• Effective Listening: How to quickly learn about your guests

• How to learn and remember guest’s names 

• The right questions to ask guests

• Building rapport with guests

• Reading guests through their communication

• Topics to avoid when speaking to guests

• Communicating to different guest types

• Developing a more professional body language

• Communicating product knowledge 

• Effective communication with colleagues 

• Maintaining open channels of communications

• Handover Communication: Sharing the knowledge 

• Dealing with difficult guests

• Role Play Simulations

• Written Assessment

1 Day Module
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The Best-in-Class Waiter Module

Focus Areas:

• Creating Five Star First Impressions

• The Impeccable Introduction – The Start to Selling Yourself and 

your own Brand

• Orientating Guests on your Menu – A Focus on Flavour

• The Art of Recommending: Food and Wine

• Taking Orders: A focus on the key skill of Active 

• Listening

• Vigilance on the Floor 

• Presenting and Clearing: Taking a specific approach

• Introduction to  Food and Wine Pairing 

• How to adapt your service to different guest types

• Winning over the Close-Minded Guest

• Using your Senses to Create the Ultimate Guest Experience

1 Day Module
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The Floor Managers Module

Focus Areas:

• The Management versus Leadership Function

• Delegating effectively

• Motivating Staff

• Communicating expectations clearly

• On-the-job training

• Reviewing staff performance

• How to build a following rather than relying on authority

• Dealing with adverse/demotivated staff

• Keeping ourselves as Managers motivated

• Case Study: Looking at those who have succeeded at 

Management

• Communicating the Boschendal Way and building the 

culture

1 Day Module
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The Out of Bottle Wine Service Module

Focus Areas:

• Understanding the Journey from Grape to Battle

• Unpacking the common Red and White Varietals

• The spectrum of Flavour in Wine

• Understanding Balance in Wine

• Discussing the Wine List to Guests

• Presenting Wine

• Opening Wine

• Pouring techniques

• Scanning during Wine Service

• Up-selling Wine

• Introduction to Food and Wine Pairing

• Simple vs Complex Flavour

• Wine Terminology: Pronunciations

• Blended Wines

• Glassware 

1 Day Module
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The Supervisors Module

Focus Areas:

• What is Management?

• Roles of a Manager

• Types of Managers

• Styles of Management

• Leadership

• Management by Walking Around (MBWA)

• Managing People

• Problem Solving

• Team Cohesion

• Motivation

• Feedback

• Training Staff

• What is Culture

• Conflict Resolution

• Building a Rapport

• Truths about Management

• Scanning

1 Day Module
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Certification

• Tailored certification for staff who 
complete the module with the required 
assessment score. 
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T Y P I C A L  S T R U C T U R E  O F  D E L I V E R A B L E S  
( 1 2  m o n t h  p e r i o d )
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LIVE LEARNING: 
8 x live workshops per 12 months.

MYSTERY GUEST: 
6 x mystery guest audits over 12 months. 

E-LEARNING: 
24/7 access to the Digital Learning Platform. 



RCA Consulting

4th Floor

Sunclare Building

Claremont

7708

info@rcaconsult.com

www.rcaconsulting.biz 

CONTACT US
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