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Butler Role Course
Programme

PART ONE A & B 

•   The aims of the course.

•   You are to understand & accept the 
    basics of Superb Service. Arrival, 
    Report to Butler Control Centre.

•   The Role of the Butler continued. 

•   Who are the Guests. 

•   What are their Expectations. 

•   The Difference You make. 

•   Grooming & hygiene standards.

PART  TWO A & B 

•   Catch up. 

•   The Mindset required to fully appreciate
     how to become a Butler. 

•   TEAM, Supervisory Skills, Appearance,
    Professionalism, Hygiene Practices, 
    Service. 

•   First Impressions.

•   Review Arrival / departures 
    & Guest profiles. 

•   Preparing rooms.

•   The Small Detail, The Final Check.

•   Guest- What are they telling us, what 
    do they need, Body language, 
    Cultural differences. 



Butler Role Course
Programme

PART THREE A & B 

•   How you make the difference. 

•   Debrett’s Guide to Étiquette. 

•   Explaining Your Role, Ten Sins
     of Guest Care.

•   Welcome at Suite & Orientation, 
     listening to the Guests & taking
     notes. 

•   Offering to Unpack, The Exit, 
     Property Tour. 

•   Beverage & Meals taken in Suite, 
     & in Dining Room. 

•   Checking Butler Pantry standard. 

•   Polishing shoes standard. 

•   Housekeeping / Turn down service. 

PART FOUR A & B 

•   Catch up. 

•   Guest Information, Guest History. 

•   Liaising with other departments. 

•   Seamless Service. 

•   What makes a Family/Guest welcome, 
     /uneasy. 

•   Telephone technique, Correct Form
     of Address, Complaint handling. 

•   Evacuation & Safety Procedures. 

•   Role Play – telephone technique 
     standard, complaint handling. 

GROUP WORK

PART FIVE A & B 

•   Shower of Problems, Guest Issues. 

•   Entering a Suite/Room, Butler
     /Guest Interaction. 

•   The welcome drink standard. 

•   Product knowledge of rooms 
     facilities standard. 

•   DND standard. 

•   Catch up. 

•   The Hanger.

•   Conflict. 

•   Service a reminder. 

•   Butler service standard. 
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PART SIX A & B 

•   Know & apply F & B service 
     standards. 

•   Fine Eating Experiences, 
    Different Table Service styles. 

•   Butler Stick, Table setting guide, 
     Crystal, Porcelain.

•   Calling Tray, Breakfast service 
     & Breakfast Tray, Luncheon 
     & Afternoon Tea. 

•   Dinner Service. 

•   Contacting the Butler
     /Message delivery standard. 

PART SEVEN A & B 

•   F & B knowledge. 

•   Events. 

•   Creating the Perfect Dining 
     Experience, Timing is Everything. 

•   Position Points, Mise-en-Place, 
     Table Appearance. 

•   Taking Guest’s Order, Placing 
     the Order, Service Standards for 
     Delivering Food. 

•   Caring for them. 

•   In Suite Dining. 

•   The Basics of Wine & Wine Service.  

PART EIGHT A & B 

•   F & B service that includes 
     Wine appreciation. 

•   Formal Dining, Meal examples, 
    Balancing the menu. 

•   Practical F&B service standards. 

•   Wake up standard.

•   Napkins. 

•   Cigars. 

•   Tips on pairing. 

GROUP WORK
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PART NINE A & B 

•   Catch up.

•   Understanding HSKP. 

•   Colour Coding, Bedroom 
     Checklist, Bathroom Checklist. 

•   Do’s & Don’ts of Housekeeping, 
     Lifting Correctly, Housekeeping 
     Furniture, Brass, Chandeliers, 
     Mirrors, Floors. 

•   Chamois, Silver, Housekeeper’s
     list, Stains, Labels. 

•   Ironing. 

•   Pressing standards.

PART TEN A & B 

•   Guest Room Inspection, Guest 
    Bathroom Inspection, Turndown 
    Service, HSKP cleaning sample. 

•   Wardrobe Organising, Wardrobe 
     Care, Guest Laundry Pick Up and
     Return.

•   Room moves standard. 

•   Finer points of Guest Care. 

•   Dealing with Laundry Problems, 
    Urgent Pressing / Steaming Clothes. 

•   Packing, Tissue Paper .

•   Guest Departure, Checking 
     Suite after packing. 

•   Guest Privacy standards. 

•   Input Guest history standards.  

PART ELEVEN A & B 

•   The responsibilities of being 
     a Butler. 

•   Concierge Services. 

•   Guest History, Tools of the Trade, 
    Butler Supplies. 

•   The Butler’s Book, The White
    Board, A Hotel Butler’s Day. 

•   Room checks if Guest is out 
    standard. 

•   Review of Important Aspects,
    Room Checklist. 

•   Butler Wake up Service/Morning
     Tray checklist, Taking an Order. 

•   Lost & found. 

•   Offer to pack. 

•   Co-ordinated Guest departure
     standard.

GROUP WORK



Butler Role Course
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PART TWELVE A & B 

•   Escorting Guest standard. 

•   Log book standard. 

•   The Butler. 

•   Flower arranging points. 

•   Customer Service with in 
     Hospitality. 

•   Arrival, Suite Orientation, 
     Complaint Handling, Room Service,  
     Folding Clothes, Suite Maintenance. 

•   Human Resources. 

PART THIRTEEN (Optional) 

How can you integrate the above learnt 

in the household scenario? 

Challenges of working in a household 

Emotional Intelligence - What is it? And 

why is it so crucial for a creating a better 

life for ourselves and others. Examples of 

sticky wickets and how to handle them. 

The candidates will fill in a worksheet to 

reflect on their emotional intelligence. 

  

PART FOURTEEN (Optional) 

How you set yourself to get the job you 

want, CV writing, and handling an inter-

view successfully. Career development 

how to move forward quickly from where 

you are.

GROUP WORK



Butler Role Course
Programme

General knowledge Test certificate presentation 

Exceeding expectations end of the course.

•   You will receive a clear explanation
     of all subjects. 

•   You will have gained the ability & the
     confidence to professionally deal 
     with Guests at the highest level of
     service.

•   You will be mindful, and considerate
     towards the needs of your employer,
     your guests. 

•   You will understand keeping 
     level-headed and that being present
     is the key to clarity and this will help 
     you create memorable experiences.



Asked Questions 
Frequently 
What do Butlers provide (for Hotels/Resorts/Cruise Lines) and how 

does this differ from a regular room service department? 

Butlers are thoughtful individuals who provide Guests and the employees 

the best possible service with minimum intrusion! 

In a hotel, the journey starts before check-in with the Butler contacting 

Guests to determine their wishes and needs and ensure everything is in 

place for their stay or cruise. Upon arrival, the Butler will personally greet 

the Guests, introduce them to the facilities, show them to their room/cabin 

and if required, unpack suitcases, iron, clean or mend clothes. 

At private homes they are constantly thinking of opportunities how to 

serve, and how to be a step ahead in forward thinking. 

A world-class Butler will be able to anticipate Guest’s needs and be pre-

pared for any request. He/ she will provide support with everything from 

making reservations and purchasing items, to sourcing and serving food 

in guest’s suites. The Butler can provide morning wake up calls, lay out 

clothes, draw the bath, and keep the Guest moving smoothly from one 

engagement to another. When the time comes to leave, the Butler assists 

with the packing of suitcases and ensures a smooth departure – leaving 

Guests with nothing but fond memories and a desire to return.

At Private homes the House Manager and Butler has 360 degrees view 

of almost everything which goes on often they know far more than the 

principles themselves, about their homes and the staff. 

The benefits are of setting up a Butler service or having a Butler at your 

homes?  

Delivering an unrivalled and exclusive service to Guests will guarantee 

repeat bookings, drive new business through referrals and bolster your 

reputation as a world-class hospitality organisation. The overall aim is to 

achieve a cost-benefit outcome to the Hotel/Resort/Cruise Lines, for this 

personalised service.

They are the service differentiators; they are there for making the stay of 

the guest a memorable experience. 

In a private household, the family trust and rely upon the skills of their 

Butler, or Household Manager, they believe in the intentions of their but-

ler is to create a joyful life for them, the employers, let their butlers to 

deal with the mundane tasks, and run their homes, and the staff, look up 

to them to keep their lives organised and with lesser chaos. They believe 

their Butlers are a special breed of people who is able to keep their com-

posure and cool at all times.

 



Asked Questions 
Frequently 
What are the benefits of training your existing staff? 

Investing in staff training will improve performance, increase customer 

satisfaction, and drive business growth. In the global tourism and hos-

pitality sector, committing to the development of your staff will set you 

apart from the competition – not only as a luxury destination, but also as 

an employer.

In a private household environment, many staff are retained due their 

values such as honesty, trust and integrity.

Our training helps in them develop character and the skills required to be 

their best form of themselves, which helps the principals to have an effi-

cient and considerate people around them resulting in a joyful living. This 

clarity apparently, helps the household staff to have a better satisfaction 

in their work life and could enjoy being of a service, instead of constantly 

feel that they are chasing something that they can never achieve.

What does The Butler/House Manager’s Role Training Programme 

cover? Overview:

To understand the role, responsibilities and skills of Butler service and 

Butler mindset.

To be mindful and considerate towards the guests, colleagues, and their 

employers.

To be aware of the importance of Grooming, Fitness & Mindset for work. 

To ensure service is always provided to the highest level. To treat the 

Guest as an individual, with differing needs.

To anticipate, plan & prioritise every action & task. Maximise Service - mi-

nimise Intrusion. To appreciate the nuances of Food & Beverage service. 

To keep Guest History up to date & Resolve Guest Issues. To comply with 

a Butler’s Professional Code of Ethics. To undertake Valet & Wardrobe 

duties. To appreciate that the small details create the ‘Wow’ effect for 

the Guest / employers. To understand the role of Housekeeping, nanny, 

gardener and all the staff involved.  To understand the importance of 

Communication & Liaising with other departments, and others, excee-

ding expectations.  



Anand Rao 
Prem
“If we give the universe  the best of us , the universe gives the best 

of what it has to offer” 

Co owner, Director Aubrei Elite GmbH. Household Management and 

consulting . Butler training  company.  Butjler Household Manager  15 

years. Served  in Five star Hotels , Cruise ships, Formal and informal 

household.

Born Mumbai, Grown Chennai, Lived in Uk and living in Switzerland.

Loves to play Tennis, reading, travelling and Nature.

Cares deeply about tge welfare of children and the environment.          

www.linkedin.com/in/aubrei-elite-switzerland    Personal Blog

www.butlerswhisper.org 

http://www.linkedin.com/in/aubrei-elite-switzerland
http://www.butlerswhisper.org


Stuart 
Robin
I have worked within the Hospitality Industry for over 40 years, including 

12 years in Private Service as a Butler & House Manager. My knowledge 

& skills place me in an excellent position to offer specialist Butler & Hou-

sehold Staff Training, which encompasses all aspects of service & is tai-

lored to meet the needs of the individual Client, Family or Hotel Resort.

Building upon many years of international experience both in Hospitali-

ty and the Private Service sector, the company Exceeding Expectations 

was founded by myself in 2011, with the aim of passing on a wealth of 

personal knowledge & work experience to the future talent of the industry.

Exceeding Expectations has delivered training to staff from some of the 

world’s most exclusive hotels and resorts including, Sugar Beach St Lucia, 

Grand Hyatt Tokyo, Jewel Resorts Jamaica, along with private clients in PR 

China, Kingdom of Saudi Arabia & Singapore. On completion of any of 

our courses, your staff will be highly trained to not just meet, but exceed, 

the needs of Guests.

              

enquiries@exceedingexpectations.ie

www.exceedingexpectations.ie
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“The difference between the almost right word and the right word is like the difference between 

the lightning bug and the lightning.” Mark Twain

Whom is the Butler Role course for?

Candidates 

Taking up this course will take pupils to get to places which they otherwise will find it challenging 
New doors will open. 

•   High-net-worth family’s staff, Pas, and upgrade your long time existing staff. 

•   Guest facing staff from Luxury services environment, Five-star hotels, Cruise ships.

•   Front office staff who wish to complement their skills on etiquette and emotional intelligence. 

•   This course will put them straight into a preferred candidate for overseas employment. 

•   Concierge companies and high-end travel agencies, Chauffeur companies’ other luxury ser
     vice providers.

•   Managers and executives of Luxury services this course will help them with the education on
     cultural differences, emotional intelligence, and etiquette. 

•   Become a free-lance Butlers, self-employed- work for high end events company and offer
     services when you want and can work.

•   Become a Lady’s maid and Lady Butlers. 
 



How does it benefit You?   

Discover the best of you, You will develop the confidence to get what 

you want. 

•   You will perceive things better, listen more actively to act, you can

    make sound judgements on various scenarios.   

•   You will learn endeavouring for excellence is the prerequisite, you will

    learn how to accomplish them. 

•   How being emotionally intelligent can transform your life and the

    lives of others.

•   You will learn skill set for service excellence that is required for a

    Butler. 

•   Non-verbal communication, body language, how to communicate

    effectively. 

•   How to deal with challenges at work, knowledge of food and beve

    rage services, how to handle interviews, present yourself. 

•   What can you look for when employing staff and much more.

•   If you are new to the hospitality, this will perhaps prepare you very

    well to the next part of your journey, if you are experienced this will

    empower you.  

•   You can apply this to whatever you do and become successful.

Why this course?

In a nutshell this two-week course will take you both, the experienced 

and who is just entering into hospitality, closer to whatever you desire. 

You can find out that a similar course is sold in other parts of the world 

for thousands of Pounds Dollars and Euros.

The course providers both British Butlers, have lived the life of the content 

of this training, they have walked the walk, Between them they share over 

fifty years’ experience in Five-star Hotels, Private household, Country ho-

mes and stately homes in England and around the world.

On completing the course, you are invited to join the company face book 

page of Aubrei Elite from one of the course tutors, where they will post 

the jobs which comes through their contacts or facilitate to meet other 

professionals from the industry.

The Facebook group will also have a hospitality networking community 

moving forward. 

We are looking forward to seeing you and supporting you to make a 

success of your career and enjoy what you are doing.

Prem Anand and Robin Stuart 

This page is intentionally left blank, should you have queries from any of 

the above you could use this page to, send it back to us by email, to 

info@aubrei-elite.ch
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http://info@aubrei-elite.ch


the Course 
About 
Cost of the course 75,000 Rs Inclusive taxes – (25 places + 2 sponsored places) 

Course from 9 am – 5.30 pm    Monday 18 - Saturday 23 July 

Course contains - class room, exercise, role play, Practicals. Lots of discussion – (our 
personal experience). Modules – 14. This Course is endorsed by Institute of hospita-
lity UK (established 80 years ago).

Both Robin Stuart and Prem Anand, are passionate and genuinely care for you to 
become successful. This is the first time this course is offered to general Public, laun-
ching in India, Similar course in UK, or Europe cost few times as this cost, this course 
is offered at about your flight price to travel to Europe or Britain to do the course.



the student experience
Distance learning with Aubrei Elite:

“I found Mr Prem Rao to be extremely 

detailed oriented with regard to the 

manner and content of delivery. Finally,

as I was not able to attend theevent 

personally, I very much appreciated the

close communication and updates 

provided by Mr. Rao”

SCOTT MACCLLEN

Managing Director
Black Rock New York

“Prem Rao was working as our head 

trainer at the exclusive bespoke bu-

reau British Butler academy, and it is 

a real honour to have him as a part 

of our successful team. He pays at-

tention to details and is vey clear and 

concise in his teachings methods”

A LONDON HOUSEHOLD 
AGENCY

“Prem was very reliable never being 

late, and always flexible. His knowled-

ge of the house technology and 

services was outstanding together 

with his oversight of contractors”

MR. MRS LAW WESTMINSTER
LONDON

“Prem was the first house manger, he 

has proven to be professional and has 

achieved a smooth day to day running 

of the household. Prem worked hard 

and was dedicated to our family’s well 

being”

MR AND MRS SEEMA LOHIA



“We are all unique, each of us need

different things or things done differently it is 

this understanding and appreciation, that 

defines our interaction with others”

PREM ANAND

Butlerswhisper.org
Aubrei Elite · Switzerland

instagram.com/aubreielite_switzerland facebook.com/AubreiElite
linkedin.com/in/aubrei-elite-switzerland
linkedin.com/company/aubrei-elite-gmbh-ch

aubrei-elite.ch · butlerswhisper.org

http://instagram.com/aubreielite_switzerland
http://facebook.com/AubreiElite
http://linkedin.com/in/aubrei-elite-switzerland
http://linkedin.com/company/aubrei-elite-gmbh-ch
http://www.aubrei-elite.ch
http://butlerswhisper.org

