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WHO IS  
FREEMANGROUPEUROPE? FreemanGroup 

Europe 
 
 
 
Who is FreemanGroup Europe? 
We are a company established over 25 years ago to change the service culture of 
the hospitality industry. As a company we have worked in Europe for 20 years and 
our longest European client has been The Lanesborough in London which we have 
worked with prior even to their opening: 
 
“Having used the FreemanGroup for almost 20 years I consider them the most effective standards 
training and personnel development company that I have worked with” 

GEOFFREY A. GELARDI 
MANAGING DIRECTOR - THE LANESBOROUGH 

VICE PRESIDENT OF OPERATIONS - ST REGIS HOTELS AND RESORTS 

 
FreemanGroup Europe Philosophy: 
At the centre of the business lies the client. FreemanGroup Europe believes in the 
absolute adherence to client service goals; there is a genuine concern for the 
achievement of these goals and for the development of the individuals charged with 
the care of these goals.  
 
Our client list stands as a testament to our approach to client/vendor interactions and 
acts as a constant reminder to us of the need for attention to the relationship 
between FreemanGroup Europe and the source of our success, the client.  
 
The true strength of the company is the responsiveness and ongoing interaction 
achieved with all our projects, however large or small.  
 
We enjoy it, we have fun with it, but above all we recognize the importance of it. 
 
Some of our clients: 

 The Savoy 
 The Lanesborough 
 The Millennium Mayfair 
 The Millennium Gloucester 
 The Millennium Baileys 
 The Copthorne Tara 
 Crown Golf 
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WHY SPEND YOUR MONEY ON 
TRAINING? FreemanGroup 

Europe 
 

 
 
“Profit in business comes from repeat customers, customers that 
boast about your project or service, and that bring friends with 
them.” 
WW..  EEddwwaarrddss  DDeemmiinngg  
SSttaattiissttiicciiaann  aanndd  qquuaalliittyy  mmaannaaggeemmeenntt  eexxppeerrtt  
 
How does your customer care measure against this? 
 
Typically this is the way that a hotel is chosen for a booking: 
 

 The first booking is based upon the proximately of where they need to be and 
where your hotel is situated. 

 
 The second booking is only made if the service met their requirements. 

 
You cannot change your location so to retain your customers (and your profit) you must 
provide a high level of quality customer care. 
 
How do you ensure your staff understands and are able to perform to the 
standards of service your customers and you want? 
 
You do this through training. 
 
When was the last time, every member of your staff received a piece of training 
focusing on providing quality guest service to the standards you have set and your 
customers demand?  For some, the answer is difficult to come up with. 
 
So, why spend money on training? 
 
Quite simply, training will help you have a positive impact on your customer’s “intent to 
recommend and intent to return”. 
 
FreemanGroup Europe understands this and has spent the last 25 years working with 
all levels of properties.  We will take our experience and work with you to ensure that 
your team implements a process that allows them to operate in a culture of high level 
quality customer care. 
 
How much will this cost? 
 
The basic process can be implemented for approximately £1,850.00. 

FreemanGroup (Europe) Ltd.  ■  Town Hall Exchange, Castle Street, Farnharm, Surrey GU97DN  ■  Tel:  01252 720683 
 ■  www.freemangroupsolutions.com  ■  

 



PROMISES™ PRE-SHIFT 
“Delivering Excellence Daily”+ FreemanGroup  

Europe  
 
 

 
Promise - [prom-is] noun 1. an assurance that one will do something or 
that something will happen 2. potential excellence 
Source: Oxford Dictionary 
 
Why do we call our customer care program Promises™? 
Promises (real or implied) are made to your guests that your staff must fulfill.  
You must communicate the Promises™ that have been made to the customers 
on their behalf and then help them reach their potential excellence and deliver on 
those Promises™. 
 
Objectives: 
Promises Pre-Shifts™ is a course that is designed to deliver excellence daily. The 10 
Promises™ from FreemanGroup Europe are formatted into a 70 day daily training 
program lasting no more than 5 minutes per day. All supervisors and managers would 
attend a one day workshop that will help them deliver a high impact Promises Pre-
Shift™. They will also be given some useful management top tips to help to improve 
their performance and that of the team. 
 

 What does a Promises™ Pre-Shift do? 
 Gives the front line team high impact daily customer care training. 
 Gives all supervisors a pre-written 70 days of customer care training for the 

team. 
 Ensures that all employees receive daily training for 5 minutes per day to 

improve your hotels performance 
 Re-enforces or creates your culture to the team 

 
 How is it delivered? 

 It is delivered as one 8 hour training session 
 It is engaging and ensures participant activity 
 Re-enforces your culture and identifies how to implement this to the team 
 Teaches the best way to impart knowledge to the team with interactive exercises. 
 At the end of the training all supervisors are issued with the Promises Pre-Shift™ 

training package 
 
 
 
 

Price Available upon application 
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Sample of Promises FreemanGroup 
Pre-Shifts™ Europe 
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