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Let us help you transform your business 
by giving you the tools you need 
for inspirational leadership and the 
ultimate customer service experience.

Helping people 
to flourish
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Dorchester Collection Academy is 
the first of its kind in the UK luxury 
hospitality market, offering bespoke 
learning programmes focused on 
leadership and customer service 
for other luxury businesses and 
aspirational brands. 

Based in the heart of London’s 
Mayfair, our courses give people 
a taste of Dorchester Collection 
and an insight into our well-earned 
reputation for exceptional service.

Our state-of-the-art training venue 
off ers a mix of open programmes, 
sound-bite sessions and bespoke 
training courses – � om our own
luxury business to yours.

The academy is tailored to suit the 
individual needs and requirements 
of your business through an immersive 
experience. Our expertise has 
been carefully cra� ed � om the 
models and techniques used to 
develop the incredible teams at 
our Dorchester Collection hotels. 
It’s this in-depth understanding 
of luxury service in a luxury market 
that sets us apart and can work for 
you, whatever your industry. 

A B O U T  U S
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From developing skills through 
group sessions and a series of open 
programmes, to bespoke courses 
created specifi cally for your company, 
we can fi nd the right off ering for you. 

Our style of delivery includes 
presentations, discussions, 
role-playing and a variety of 
activities to enable you to put into 
practice what you have learned. 
We can also create an unparalleled 
learning programme in partnership 
with our luxury hotels for a truly 
immersive experience.

O P E N  P R O G R A M M E S
Our open programmes are aimed 
at groups or individuals looking 
to develop their skills in customer 
service and leadership.

B E S P O K E  P R O G R A M M E S
We can also tailor a programme 
to suit the needs of an individual 
or team. We recommend an 
initial telephone call, followed 
by meetings with our global 
director and head of programmes 
to discuss the requirements.

A bespoke programme can be 
created for one individual or an 
unlimited number of employees. 
It can include strategy, planning, 
leadership learning as well as 
customer service and executive 
coaching, all tailored to your 
unique business.  

Prepare to 
be inspired

O U R  C O U R S E S



O U R  P R O G R A M M E S



Ultimate service experience
This series of programmes covers the key elements 
for providing luxury service to discerning customers. 
Our programmes are suitable for anyone who has 
an ambition to deliver world-class service.  

Each of the ultimate service experience sessions is a half day.

Fundamentals of great service
–  Verbal and non-verbal communications 
– Fundamental luxury standards
–  Importance of using the customer’s name
–  Exceptional welcome and fond farewell

Ultimate customer experience
– The customer journey 
–  Customer experience vs customer service 
– Cra� ing perfect moments

Ultimate customer recovery
–  Dealing with dissatisfi ed customers
– Spirit of generosity
– Personalised recovery

Understanding luxury service
– Elements of luxury
– Luxury mindset
– Moments of luxury
– Your purpose and service

Creating brand ‘you’
– Your personal brand
– Being emotionally intelligent
– Small talk
– Building rapport

Inspirational leadership
This series of courses reflect the qualities that 
have been proven to drive the results of our leaders 
here at Dorchester Collection. These programmes 
will help individuals to develop their skills and 
qualities in order to maximise the performance 
and results of their teams. 

Each of the inspirational leadership courses is a full day.

Luxury mindset: how to be
Suitable for emerging leaders

– Perceptions
– Building your legacy
–  Priority management
– Leadership style for team performance
–  Feedback skills

Managing luxury: how to act
Suitable for all leaders

– Living the values
–  Selecting and retaining your team
– Leading your team
– Leadership presence
– What gets measured gets done

Inspiring luxury: how to create alignment
Suitable for more experienced leaders

– Creating a culture
– Strategic thinking and planning 
– Creativity
– Leading projects and change



3. Introduction to Effective Training Certificate (Level 1) 
Duration: one day

– The benefi ts of training
– The diff erence between presentations and training sessions
– Learning styles and overcoming barriers to learning
– The learning cycle
– Introduction to setting learning objectives
– Essential skills and tips for eff ective training
– Using fl ipcharts and PowerPoint
– Training practice and evaluation

4. Group Training Certificate (Level 2)
Duration: three days

–  Setting and writing instructional objectives
– Structuring a training session
–  Using diff erent techniques to handle groups and individuals
–  Practical ways to check understanding and 

increase participation
– Training skills 
–  Using visual aids and handouts to make the best impact
– Two assessment practice sessions
– Setting action plans

5. Group Training Certificate Licenced Trainer (Level 3)
Duration: five days

–  How to deliver the Group Training Certifi cate     
– GTC Code of Practice
–  Introduction to the GTC marking criteria for assessments
– Marking practice
–  Giving feedback to GTC delegates

Trainers excellence series
From delivering short, on-the-job training within a department 
to a full programme of learning, our trainers excellence series 
combines theory and practical to give leaders the skills they 
need to successfully train their teams at a certificated level. 
This series is suitable for all levels of experience and is 
facilitated by a seasoned master of training.

1. Practical Training Certifi cate (PTC) (Level 1)
2. Practical Training Certifi cate Licence Trainer (Level 3)
3. Introduction to Eff ective Training Certifi cate (Level 1) 
4. Group Training Certifi cate (Level 2)
5. Group Training Certifi cate Licenced Trainer (Level 3)

1.  Practical Training Certificate (PTC) (Level 1)
Duration: three days

–  Structuring a practical training session
–  Adapting training to diff erent learning styles
– Grabbing trainees’ attention
–  Breaking the training process down into logical steps
–  Using questions to keep trainees involved
–  Checking trainees’ understanding
– Giving constructive feedback

2.  Practical Training Certificate Licence Trainer (Level 3)
Duration: five days

– PTC Code of Practice 
–  How to deliver the three day PTC programme
–  Introduction to the PTC marking criteria and assessment
– Marking practice
– Feedback skills
–  PTC one-to-one sessions, delivery and feedback

Task 
training

Group
training



Coaching
We off er one-to-one executive coaching sessions to 
mentor and motivate individuals in their own personal 
development. A complimentary ‘chemistry session’ 
helps identify the right coach and establish the 
individual’s goals.

The coaching can be a stand-alone service or 
included in a bespoke programme if required 
by an individual or group of employees.

Associates
We work with associates who bring their unique 
expertise to our team. Each is an expert in their 
field, ranging from the neuroscience of learning 
to high-performance leadership, emotional 
intelligence, debating skills and sports psychology. 

We also have a team of Dorchester Collection Academy 
experts able to deliver culinary training and food 
and beverage service training at your premises. 

A session with one of our associates can be 
a stand-alone service or included in a bespoke 
programme if required by an individual or 
group of employees.

In an ever-changing market, Dorchester Collection Academy 
prides itself in providing programmes that are always relevant 
to delegates and businesses. This means course content may 
be modifi ed � om time to time. Please check our website for 
the most up to date information: dorchestercollection.com/academy

Sound-bite sessions
These highly interactive modules give people 
a thorough understanding of luxury service 
and the skills required to be an inspirational 
leader in a luxury market, no matter the industry. 
Each course delves deep into the topic for 
an exceptional learning experience. 

Customer service individual sound-bite sessions
Duration: up to 90 minutes

– What’s in a name?
–  Make it personal, make it memorable
– The ultimate welcome
– Sense of luxury
– The art of small talk

Leadership individual sound-bite sessions 
Duration: up to two hours

– Selecting your leadership style
–  Handling diffi  cult conversations
–  Presenting your thoughts with impact
– Priority management 
– Motivating diff erent generations 
– Networking skills
–  Creating the ultimate employee experience



“Dorchester Collection hotels are icons in 
their own right, with a worldwide reputation 
for off ering the best and most sought-a� er 

experiences and unparalleled standards 
of service. I’m delighted that the academy 

gives us an opportunity to share our wealth 
of expertise in the luxury market.”

C H R I S T O P H E R  C O W D R AY
Chief Executive Officer, Dorchester Collection
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Our academy has seven state-of-the-art 
training rooms, named after the 
destinations of our hotels, designed 
with your experience in mind. 

I N S P I R I N G  S PA C E S

L O N D O N  ( B O A R D R O O M )
Size: 24m2 / 258� 2

Seated capacity: boardroom (10)
Facilities: video conferencing

B E V E R LY  H I L L S
Size: 42m2 / 452� 2

Seated capacity: classroom (15), 
cabaret (15), theatre (35)

PA R I S
Size: 42m2 / 452� 2

Seated capacity: classroom (12), 
cabaret (12), theatre (32)

M I L A N
Size: 30m2 / 323� 2

Seated capacity: classroom (9), 
cabaret (12), theatre (25)

L O S  A N G E L E S

Size: 45m2 / 484� 2

Seated capacity: classroom (18), 
cabaret (20), theatre (42)

A S C O T
Size: 45m2 / 484� 2

Seated capacity: classroom (16), 
cabaret (20), theatre (40)

R O M E
Size: 44m2 / 474� 2

Seated capacity: classroom (16), 
cabaret (20), theatre (32)

All feature high-speed Wi-Fi, fl exible 
seating options and can be combined 
with further space for breakout 
meetings or a chance for delegates 
to network. Room hire includes 
coff ee and tea, a fl ipchart stand and 
paper, and projector and screen.

To make a booking, please contact: 
dcacademy.DCL@dorchestercollection.com
+44 (0)20 7319 7590
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At Dorchester Collection Academy 
we regularly host a variety 
of thought-provoking speaker 
events, designed to engage 
and inspire individuals working 
in the luxury sector.

These events are delivered by 
our most infl uential leaders at 
Dorchester Collection and other 
leading fi gures across diff erent 
business sectors. All the speakers 
are experts in their fi eld, discussing 
key topics to help others build on 
their own careers. 

See our website for details 
on upcoming speaker events:
dorchestercollection.com/academy

Join our 
guest speakers

S P E A K E R  E V E N T S
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Let’s talk

Please get in touch and we can 
discuss what’s right for you and 
your business. 

+44 (0)20 7319 7590
dcacademy.DCL@dorchestercollection.com
dorchestercollection.com/academy

Instagram/Twitter: dcacademyldn
LinkedIn: Dorchester Collection Academy

Dorchester Collection Academy
Ground Floor West, Lansdowne House
57 Berkeley Square, London W1J 6ER
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