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Hello and Welcome!

Welcome to our webinar on building psychological safety in your operation. This workbook is
designed to be your practical companion—filled with tools, templates, and exercises you can
implement immediately.

In the fast-paced hospitality world, we often focus on operational skills at the expense of team
dynamics. Yet research consistently shows that psychological safety is the foundation of high-
performing teams, better guest experiences, and improved retention.

As you work through these materials, remember that small, consistent actions have a greater
impact than sweeping initiatives that are difficult to maintain.

We recommend revisiting this workbook regularly to adapt the strategies as your team evolves.
If you have questions after today's session, please reach out using the contact information at
the end of this workbook.

Let's build hospitality environments where everyone can contribute their best work!

Brandy

Thriving Workplaces
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WHAT IS PSYCHOLOGICAL SAFETY

Creating psychological safety directly impacts your bottom line in meaningful ways.

Properties with high psychological safety scores see reduction in turnover, improvement in
guest satisfaction, faster time to proficiency for new hires, and higher likelihood of seasonal staff
returning.

When team members feel safe, guests feel the difference—and your operational metrics reflect
this positive impact.

In our high-pressure hospitality environment, psychological safety is crucial for success.

It means creating an environment where team members won't be punished for making mistakes,
feel confident to speak up with ideas and questions, and trust that others will respond
supportively rather than judgmentally.

This foundation supports learning, innovation, and guest-focused problem-solving. Remember
that psychological safety isn't about being nice—it's about creating an environment where truth
and challenges can be discussed openly.

Page 2
© Thriving Workplaces 2025



Thriving‘
Workplaces

go2HR.

Statement Rating Priority to Address
(H/MI/L)

New staff receive a personal welcome before their
first day

Team members openly admit mistakes without fear

Staff from different departments collaborate
effectively

Seasonal employees are integrated into the team
culture

Managers demonstrate vulnerability and openness

Staff feel comfortable raising concerns or questions

Your operation has a system for capturing employee
ideas

Team members help each other across
departmental lines

Staff regularly receive specific, helpful feedback

Crisis situations are handled while maintaining team
trust

Psychological Safety Quick Audit

Page 3
© Thriving Workplaces 2025



go2HR.

Rate your current operation on a scale of 1-5 (1=Rarely, 5=Consistently):

Your Psychological Safety Score: out of 50

40-50: Strong foundation

30-39: Good practices with room for improvement
20-29: Several opportunities for enhancement
Below 20: Need for psychological safety initiatives

30-Day Implementation Timeline

Thriving‘
Workplaces

» Share plan with key team members

Week Focus Area Key Actions
Week 1 | Assessment & » Complete department-specific psychological safety audit
Planning * I[dentify top 2 priority areas

& Onboarding * Update day one experience

Week 2 | First Impressions | * Implement pre-boarding communication

* Train team leaders on 5-minute check-in framework

Week 3 | Cross- * Map critical relationship touchpoints
Departmental * Launch "shadow partner" program
Connections * Implement Question Wall in staff area

Week 4 | Measurement & * Begin one-question daily check

Refinement * Hold first psychological safety review meeting
* Plan next 30 days based on initial feedback

My Implementation Commitments

1. This week | will:

2. This month | will:

3. The tools from this workbook I'll implement first:
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4. The biggest obstacle | anticipate is:

5. My plan to overcome this obstacle:
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FIRST IMPRESSIONS THAT MATTER

Psychological safety begins before a new team member arrives at your property. The pre-arrival
communications they receive, how they're greeted, and those critical first few hours set
expectations about your culture.

While we often focus exclusively on operational training, we miss the opportunity to establish
belonging from the start.

Pre-Boarding Communication Templates

Effective pre-boarding communication dramatically reduces first-day anxiety and sets the stage
for success. The email template below includes schedule information, key contacts, and
thoughtful questions about learning preferences and personal interests.

The day-before text message confirms logistics while building enthusiasm. These simple
touches take just minutes to personalize but make a tremendous difference in how new team
members arrive—confident and excited rather than anxious and uncertain.

Email Template: One WeeR Before Start Date

Subject: Looking Forward to Welcoming You to [Property/Restaurant Name]!
Dear [Name],

We're excited to have you join our team at [Property Name] on [start date]!
A few quick things to help you prepare:

Your schedule for the first week is attached
Your main contact will be [Manager Name] ([phone/email])
Our team is especially looking forward to your experience in [mention something from
their background]
e Please bring [specific items needed on first day]

Before you arrive, we'd love to know:

Page 6
© Thriving Workplaces 2025



Thriving‘
Workplaces

1. How do you prefer to learn new information? (Demonstration, written guides, practice,
etc.)

2. Is there anything that would make your first day more comfortable?

3. What's one non-work fact about you that you're willing to share with the team?

goZHT{

If you have any questions before your first day, please don't hesitate to reach out to me directly.
Looking forward to having you on the team!

[Your name] [Your position] [Contact information]
Text Message Template: Day Before Start

Hi [Name]! This is [Your Name] from [Property]. Looking forward to meeting you tomorrow at
[time]. Just park in [location], come to [entrance], and ask for me. No need to bring anything
special beyond what we already discussed. Had a great [mention something positive about the
workplace] today - excited to have your help tomorrow! Sleep well, and see you in the morning.

Day One Belonging Signals (Under 5 Minutes Each)

1. Personalized Welcome ltem

o Handwritten welcome note at workstation
o Name tag/badge ready upon arrival
o Team member welcome card signed by department

2. Intentional Introductions
o "Three things to know about me" format

o Connection-focused intros (beyond just name/position)
o Photo directory with brief personal facts

3. Physical Space Orientation
o Staff-only spaces pointed out immediately

o Where to store personal belongings
o "The places nobody tells you about but are important"

4. First Break Buddy System
o Assigned team member for first meal/break

o Specific conversation starters provided
o Introduction to staff dining rituals
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The 5-Minute Manager Check-in Framework

This powerful framework is designed for busy hospitality managers—it takes just 5 minutes daily
and yields critical insights during a new hire's first week. The structure helps managers who
might not naturally know what questions to ask, with a different focus each day. This practice
signals that regular feedback is valued and expected in your operation.

Day 1 Check-in Questions:

e What part of today went well for you?
e Was there anything today that didn't make sense or seemed unclear?
e What do you need from me tomorrow to feel successful?

Week 1 Daily Check-in Rotation:

Day 2: "What's one thing you learned yesterday that you found useful?"

Day 3: "What's one interaction that went well with a guest or team member?"
Day 4: "What's one process you've observed that you have a question about?"
Day 5: "What's something you're looking forward to learning next week?"

Documentation Template:

Date | Employee Key Insights Follow-up Follow-up
Needed Completed

Cross-Departmental Connection Map

In hospitality, departmental silos directly impact guest experience, with most service failures
occurring at handoff points between departments.

The Connection Map helps identify the most critical relationships for each role. The "shadow
partner" approach allows new team members to briefly experience related departments (just 15-
30 minutes), while the Question Wall creates a space where team members can post questions
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for other departments. These simple strategies create stronger cross-departmental connections
without adding significant time commitments.

Instructions: Fill in the cross-departmental touchpoints that are most critical for each role in

your operation.

Example for Front Desk Agent:

Coordinator

process

Department | Key Contact Critical Interaction Ideal Timing [ Introduction Plan
Person Points
Housekeeping | Morning Room status updates | Morning Day 2 introduction
Supervisor briefing
Maintenance Request Issue reporting As needed Week 1 tour

Food & Restaurant Package information, Before each Shadow meal
Beverage Host guest requests shift service Day 3
Concierge Lead Special guest needs, After check-in | Day 1 buddy
Concierge local information process lunch
Create your own for Rey positions:
Position:
Department Key Contact Critical Interaction Ideal Introduction
Person Points Timing Plan
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SEASONAL STAFF STRATEGIES

Seasonal staff face unique psychological safety challenges: they must integrate quickly, often
feel like outsiders, and have compressed timelines for everything.

Yet, they frequently interact with your most valuable guests during peak periods!

The strategies we'll explore acknowledge these challenges while providing practical solutions
that can be implemented with minimal resources but significant impact.

Our goal is to accelerate both belonging and competence simultaneously.

"Returning Champion” Recognition Program

Returning seasonal staff are gold—they bring experience without requiring full training.

This simple recognition program elevates their status through special identification (name tag
elements, public recognition) and meaningful responsibility opportunities (team orientation roles,
culture ambassador positions, operational insight contributions).

This approach benefits both returning staff through recognition and new seasonal staff through
access to peer knowledge.

Visibility Components:

Special name tag/uniform element
Mention in pre-shift/daily briefings
Wall recognition in staff areas
Introduction as knowledge resources

Responsibility Opportunities:

Designated team orienters
Culture ambassadors

Guest experience specialists
Operational insight providers
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Implementation ChecRlist:

o O O O O

Create list of returning seasonal staff
Develop simple visual recognition system

Brief leaders on the importance of highlighting returners

Assign specific responsibility opportunities

Schedule debrief sessions to capture insights

15-Minute Mentor Match Guide

Thriving‘
Workplaces

Traditional mentoring programs often fail in hospitality due to scheduling challenges, but this

micro-mentoring approach works within operational constraints.

The program features three focused 15-minute sessions across a new hire's first week.

Format: Three 15-minute sessions across first week

Session 1: Orientation & Welcome

Tour of essential spaces
Introduction to key team members
Basic operational need-to-knows
Expectations setting

Session 2: Role-Specific Focus

Technical aspects of position
Common guest interactions
Frequent challenges and solutions
Role-specific resources

Session 3: Integration & Culture

Unwritten rules and norms

Team dynamics and communication patterns
Where to go for different types of help
Questions arising from first days
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Mentor Selection Criteria:

e Minimum tenure:

e Guest satisfaction scores:

e Team member feedback:

e Communication skills:

Availability during new hire's shifts:

Mentor Conversation Starters:

The structured conversation starters help overcome the awkwardness of these relationships,
making them effective even in brief interactions.

"One thing most people don't realize about working here is..."
"The guests who visit us typically appreciate when we..."

"If you need help with , the best person to ask is..."
"Something | wish someone had told me during my first week is..."

End-of-Season Transition Strategy

The end of a season is actually the beginning of your next recruitment cycle! A thoughtful
transition strategy keeps connections active throughout the off-season through strategic
touchpoints. This approach increases your return rate for seasonal staff, which translates
directly to reduced training costs and stronger team performance.

Exit Interview Focus Areas:

Specific positive experiences
Skills and knowledge gained
Team dynamics feedback
Improvement opportunities
Return interest exploration
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Template: Boomerang Employee Cultivation

Thriving‘
Workplaces

manager

comments about their
service

Timeframe Connection Action Content Focus Platform
Exit Thank you note with Appreciation, future Handwritten +
specific contributions opportunity digital
1 Month After Personal update from Team news, guest Email/text

Holiday Season

Greeting card or
message

Appreciation, belonging,
contact maintenance

Physical card or
email

3 Months Before
Next Season

Returning opportunity
information

Position details,
improvements since
departure

Email with phone
follow-up

1 Month Before
Staffing

Formal invitation to
return

Specific role, updated
compensation, new
benefits

Official email/letter

Digital Tools for Maintaining Connection:

Alumni group (Facebook/WhatsApp)
Quarterly newsletter with operation updates
Virtual social events during off-season

Skill development/certification opportunities
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MEASUREMENT WITHOUT BURDEN

Measurement is essential, but traditional employee surveys are often too cumbersome for
hospitality operations. The approaches we'll explore integrate into existing processes while
providing actionable insights. These methods acknowledge the operational reality of hospitality
while still capturing critical data to inform real-time adjustments, not just annual reviews. Your
workbook contains templates for each measurement approach that can be implemented
immediately without creating administrative burden.

One-Question Daily Check System

This elegant system integrates into existing pre-shift meetings—taking no more than 60
seconds. The rotating weekly questions provide a comprehensive view of your team's
psychological safety: Mondays focus on priority clarity, Tuesdays on comfort asking for help,
Wednesdays on information access, Thursdays on cross-departmental support, and Fridays on
guest experience concerns. The pattern analysis guide in your workbook helps interpret the
results, allowing you to spot trends before they become problems.

Implementation Guidelines:

Rotate through questions weekly

Incorporate into existing pre-shift meetings
Track responses through simple tally system
Review patterns bi-weekly with leadership team

o O O O

Question Rotation Sample:

Day Question Response Tracking
Options Method
Monday "How clear are your priorities for Scale 1-5 Hand raise count
today?"
Tuesday "How comfortable would you feel Scale 1-5 Digital quick poll
asking for help today?"
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Wednesday | "Do you have the information you Yes/No/Partial Colored card
need to serve guests well today?" selection

Thursday "How supported do you feel by other | Scale 1-5 Hand raise count
departments today?"

Friday "Do you have any concerns about Anonymous note Submission box

guest experience this shift?"

cards

Response Pattern Analysis Guide:

Digital Tracking Template

Look for: Sudden changes in response patterns
Ask: "What operational changes happened just before this shift?"
Look for: Department-specific variations
Ask: "What unique pressures does this department face?"
Look for: Day of week or shift patterns
Ask: "How do staffing or guest patterns influence these responses?”

This simple template tracks key psychological safety indicators without creating administrative
burden. It focuses on metrics that directly impact guest experience and operational efficiency,
while quarterly integration connects these metrics to your existing KPIs, demonstrating the

business impact of psychological safety initiatives.

Monthly Psychological Safety Metrics

Indicator

Week

Week

Week | Week | Trend

Average daily one-question score (1-5)

Number of staff-initiated ideas/suggestions

Cross-departmental collaboration instances
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New staff 2-week retention rate

Guest complaints related to service coordination

Staff self-reported comfort level (1-5)

Quarterly Integration with Operational Metrics

Psychological Safety
Indicator

Operational Metric

Correlation Analysis

Team psychological safety
score

Guest satisfaction ratings

Strong positive correlation
indicates improved coordination

New hire first-month
confidence ratings

Training time to proficiency

Negative correlation shows faster
onboarding

Cross-departmental trust
scores

Interdepartmental service
delays

Negative correlation shows
improved coordination

Employee voice measures

Implemented staff
suggestions

Positive correlation shows
engagement benefits
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30-60-90 DAY SUCCESS TRACRER
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Implementation is where many initiatives fail—this structured approach makes it manageable by

breaking it down into weekly focus areas.

Start with the assessment earlier in the workbook to identify your specific priority areas, and
focus on just 1-2 techniques initially rather than trying to implement everything at once.

Remember: small, consistent changes have greater impact than sweeping initiatives that aren't

sustained.

30 Days: Foundation Building

Success Indicator Target Actual Notes
Pre-boarding communications implemented Yes/No
5-minute manager check-ins occurring regularly Yes/No
One-question daily check system in place Yes/No
Cross-departmental introductions documented Yes/No
Psychological safety baseline measured Score:

Reflection Questions:

Which tools have been easiest to implement?
Where have you encountered resistance?

i

What adjustments do you need to make for the next 30 days?

What immediate changes have you noticed in team dynamics?
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60 Days: Deepening Practice
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Success Indicator Target Actual Notes
Staff-initiated questions/ideas increased % change: ____
Reduction in onboarding time to proficiency % change:
Cross-departmental collaboration instances # per week:
Guest service recovery metrics improved % change:

Reflection Questions:

N

90 Days: Measuring Impact

How has team response to challenges evolved?
What feedback have you received from staff about these initiatives?
Which metrics show the most significant improvement?
What modifications would increase effectiveness in your specific context?

Success Indicator Target Actual Notes
Team psychological safety score Target:
Staff retention improvement % change:
Guest satisfaction metrics % change:
Reduction in service recovery time % change:
Staff satisfaction with team culture Score:
Page 18
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Reflection Questions:

What organizational benefits have emerged from these initiatives?
How have these approaches affected your leadership style?
Which practices should become permanent standards?

What's your next focus area for team development?

A\

Continuous Improvement Planning

Based on your 90-day review, identify:

1. Three practices to standardize:
O
(]
O
2. Two initiatives to modify:
O
O
3. One new area to develop:

o
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RESOURCES & FURTHER LEARNING

Quick Reference Conversation Guides

For Managers: Responding to Mistakes

"Thank you for bringing this to my attention."
"Let's focus on what we can learn from this."
"What support do you need to address this?"
"How can we prevent similar situations in the future?"

For Team Members: Asking for Help

"I'd like to better understand how to..."
"Could you show me how you approach...?"
"I'm trying to improve my skills with..."
"What's the best way to handle...?"

For Cross-Departmental Requests

"We're seeing an opportunity to improve the guest experience by..."

"From the guest perspective, it would be helpful if we could..."

"I'm trying to understand your department's process for..."

"What information would help you respond to these requests more effectively?"

Implementation Challenges & Solutions

Common Challenge Practical Solution Example
"We don't have time for this." [ Integrate into existing Add 2 minutes to pre-shift meeting
processes for one-question check
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"Seasonal staff aren't here

long enough.”

experience

Focus on day one

Implement welcome text and
personalized orientation

"Different departments don't

coordinate."

touchpoints

Create specific

Schedule 15-minute cross-
functional huddles

"Managers aren't consistent
with practices."

checklists

Develop simple

Create 3-item new hire check-in
card for all managers

"Staff don't speak up about

problems."

options

Start with anonymous

Use question wall for initial
feedback collection

Department-Specific Adaptation Guide

Department

Special Considerations

Modified Approaches

Front Office

High guest visibility, first
impressions

Focus on service recovery confidence,
cross-department knowledge

Housekeeping

Limited guest interaction,
physical demands

Emphasize appreciation, team support
structures, process improvement voice

Food &
Beverage

High-pressure periods,
immediate feedback

Stress crisis cohesion, pre-service
alignment, inter-station support

Maintenance

Technical focus, emergency
responses

Build interdepartmental understanding,
priority negotiation skills

Events

Project-based work, client
specificity

Develop clear communication protocols,
team celebration rituals

Contact Information & Follow-Up Support
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Thank you for participating in today's session!
For follow-up questions or additional support:

Contact Brandy: brandy@thrivingworkplaces.ca

Contact a go2HR Mental Health & Psychological Safety Consultant:
mentalhealth@go2hr.ca

e Resource Hub: https://peopleworkingwellbc.ca/mental-health-for/tourism-hospitality/

NOTES & PERSONAL INSIGHTS
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