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     I am filled with joy and beaming with pride and 
honour to share this 5th edition of the SDH Institute’s 
“Impression” newsletter. It is a thrill to announce that 
this issue coincides with the culmination of our 10th-
year anniversary celebration. As such, we are happy to 
report the many memorable events commemorating 
our anniversary.
     How times flies! From a humble beginning in Au-
gust 2007, SDH Institute, then more known as School 
D’Hospitality, started conducting classes inside a 40-
foot steel container, literally! With very few students 
that time, our student population slowly grew to enroll-
ing young learners from many countries. 
     Today, it is an understatement to say that I am just 
glad to witness our progress. Rather, I feel euphoric 
about how we’ve been able to graduate over 2,300 
hospitality professionals many of whom are rising fast in 
their respective organisation hierarchies. We now oper-
ate at the very heart of the Singapore business district 
making it very accessible and prestigious for our stu-
dents. What a fitting way to position the Institute upon 
reaching our 10th year of existence.
     In this issue, I wish you will enjoy as I did, recollect-
ing the commemorative happenings in this our 10 th 
anniversary year. We report to you major events and 
milestones, namely: the SDH Institute being the

first and second in the National Cocktail Competition 
(Student Category), the very successful Hospitality 
Leaders’ Reception; SDH 10th Year Anniversary and 
Open House Party; students’ analytics skills profes-
sionalization through the CHIA certification; the Star 
Alumni Series featuring 8 SDH Institute alumni suc-
cess stories, a testimony of reconnecting the alumni 
and the idea of hard work, perseverance, and deter-
mination; and many more. 
     By the way, I don’t want to forget the end-of- year 
party where students, alumni, guests, and staff were 
treated to an unforgettably sumptuous lunch and 
performances by students. What a great way to end, 
2017, the first 10 years of the SDH Institute tradition 
and at the same time usher-in the next year, 2018, 
with a bang!

Merry Christmas and a Prosperous New Year to all!

Sincerely,
Mr Chia Tuck Keong
Managing Director, SDH Institute  

Message From
The Director
Dear Students, Alumni, and Partners
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PHINMA Education Collaboration
Foreign programme heads and lecturers arrived for a 
5-day PHINMA Workshop

National Cocktail Competition
Our student Pei Ting is crowned champion of National 
Cocktail Competition 2017. Yu Yu, is first runner up, 
and Mandeep Kaur is a finalist 

Study Tour China
Chinese students arrived for a 1-week study pro-
gramme

 

New Student Council
For the term of September 2017 to March 2018 

Marketing Fairs
DHO students conceptualised fairs for market-

ing modules with cultural themes in mind

Year-End Open House Party
For current and potential students to explore 
the campus and network with alumni

SDH Hospitality Leaders’ Reception 
Provides a regular networking platform for students to 
engage with industry pioneers

Rewind
 and Recap       

2017 has been a great year with many highlights. Let’s 
go through the timeline of major events and mile-
stones from July to December 2017. 

Let’s      

N
O

V

CHIA Certification
Under Mr Fred Utanes, a new batch of VATEL stu-
dents were succesfully certified with the Certifica-
tion in Hotel Industry Analytics 

Bar Mixology Workshop
Mr Clarence successfully facilitated two bar mixolo-
gy workshops

Assisting at Formula 1
Students get the opportunity to be part of the big 
event by assisting the F&B and event operations 

Mynmmar TIC Exchange
Burmese students from Temasek international Col-
lege arrived for a 1-week study programme 

O
CT

Cultural Quotient Workshop
Through this workshop, students gained greater 
cross-cultural awareness and strategic communi-

cation skills

SDH Graduation 2017 
SDH celebrated the achievements of graduates 

at Mandarin Orchard Hotel

#SDHTurns10 Anniversary Dinner
A dinner to commerate SDH’s 10 year milestone 

concurrently with Graduation Day

ADHTM Luncheons
Our ADHTM students have raised a total of 

$213.15 from their luncheon assignments

SE
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Industrial Attachments 
A  Compilation  of  Outstanding

Tran Thi Cham Anh (Anna)

ADHTM, SDH Institute 
Singapore Marriott Tang Plaza Hotel

Anastasia Page
DHTM, SDH Institute 

Republic of  Singapore Yacht Club

Anastasia is doing her internship at the sales and mar-
keting department under the banquet side, and has 
received much positive feedback about her diligence, 
level of proactiveness, and willingness to learn and 
adapt to the fast pace working environment. Keep up 
the good work, Anastasia!

She has been commended to be extremely helpful, 
flexible and hardworking. With her bubbly character, 
she never says no to her supervisor whenever they 
require additional manpower. Her supervisor has also 
mentioned that our school has done a good job by nur-
turing and guiding them to where our students are. 
Well done!

Yazmi Seiyni

ADHTM, SDH Institute 
Carlton City Hotel Singapore

Yasmi has received numerous compliments and good 
appraisals from both staff and guests. On Monday, she 
received a detailed email compliment for her excellent 
guest service. Keep up the good work, Yasmi! 

Li YuZhu

DHO,  SDH Institute
The Fullerton Hotel

During her stint in Fullerton Hotel, Li YuZhu’s super-
visor and manager are very impressed with her Work 
Attitude and her ability to learn the requirements of 
the Housekeeping department, even though she just 
joined about 2 weeks ago. Amazing work, YuZhu. 

Gurpreet Kaur and Navjot Kaur 

ADHTM and DHO, SDH Institute 
Bay Hotel Singapore

Both are working hard and showing their initiatives 
while carrying out their duties. They have been report-
ing to work diligently and their willingness to work 
the extra hours are commendable. Both of them men-
tioned that the strict grooming and the basic founda-
tion taught in school stand out as compared to other. 
Well done Gurpreet and Navjot. Keep SDH flag flying 
high!

#GirlPower Edition

ADHTM, SDH Institute 
Ramada Zhongshan Inn

Candy is doing her internship at Ramada ZhongShan 
Inn Hotel. Her Department Manager, Mr Manish, is full 
of praises about Candy, on her work efficiency, fast 
learner and great positive work attitude. She is coming 
back in February next year for her Final year degree. 
Good job, Candy!
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Candy Truong



     SDH commemorates the 
achievements of graduates annual-
ly. SDH and VATEL celebrates this 
occasion with the graduates, par-
ents, friends, and guests to mark 
this major milestone. This year, our 
graduation day is a special one as 
we concurrently celebrate SDH’s 10 
Year Anniversary. 
     On this joyous day, graduates 
arrived at Mandarin Orchard Hotel 
to put on their graduation robes 
and busk in the glory of their aca-
demic accomplishments.

     Jeremie Rossignol, Director Inter-
national Network of VATEL arrived to 
give an empowering speech and to 
present awards for beaming VATEL 
graduates. 
     SDH has newly established a new 
accolade named as SDH Outstanding 
Alumni Award to recognise outstand-
ing alumni students who have distin-
guished themselves by excelling in 
their leadership, engagement, and 
have made exemplary contribution to 
the tourism industry. This prestigious 
award was presented to Pakalapati 
Venkata Rama Bhadra Raju, who is 
also known as Mr Arun – as he is cur-
rently one of SDH’s lecturers.
     The SDH School Song (composed 
by Mr Fred Utanes), led by Mr Clar-
ence Lau on his microphone resonated 
resoundingly through the ballroom 
as graduates sang harmoniously. The 
school pledge, written by Mr Craig 
Albrightson was recited with pride 
by the graduates, led by Ms Penkina 
Yulia, valedictorian for MBA in Interna-
tional Hotel Management Graduate, 
VATEL.

     The 10th Year Anniversary Dinner 
commenced with a 5 minutes video 
that encapsulated the 10 years of 
achievements by SDH and an open-
ing speech by Mr Chia Tuck Keong, 
SDH’s managing director. 
     During the dinner, our 3 champi-
ons – Xie Pei Ting, Thae Yu Yu, and 
Mandeep Kaur, displayed a marvel-
lous cocktail performance, impress-
ing all guests in the ballroom with 
their superb showmanship. Their 
drinks were presented to 3 tables of 
VIPs to taste. 
     Long service award, best service 
staff award, as well as best lectur-
er were presented to committed 
individuals within the SDH team who 
made significant impacts within and 
beyond the school.
     The event ended with games and 
a lucky draw with prizes of luxuri-
ous staycations. It was definitely 
a fun-filled night with great food 
and laughter. Once again, we wish 
all graduates every success with 
their chosen paths in the hospitality 
industry.

SDH Graduation 2017 and #SDHTurns10
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CONGRATS, 
DEAR GRADUATES!
The biggest event of the year commemorating the In-
stitute’s 10th year anniversary and a day of celebrating 
graduates’ achievements. 
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     SDH held an Year-End Party to celebrate SDH’s 10 
years of achievements and to welcome new opportunities 
for the incoming year.
     SDH has the great pleasure of welcoming guests, stu-
dents, alumni, and industrial partners to network and have 
fun together. Students and lecturers worked together to 
transform level 11 into a fun fair with creative activities, a 
mini restaurant for the VIP, an area for the career booths, 
and a spread of yummy catered food, refreshments, and 
snacks.
     

SDH   Year -End  Open House  Party 2017

A fun event of activities and performances for cur-
rent and prospective students 

     After that, there were more superb performances by 
students – an Indian dance that kept some audiences 
grooving on the floor, singing performances by Chinese 
students, and last but not least, a mass choir consisting 
of VATEL students and senior lecturer Mr Fred and a few 
other students on the guitar performing a joyful carol of 
Christmas ballads.
     The objective of the Year-End Open House event 
was for prospective students to explore the campus and 
school curriculum, and talk to current students about 
their learning journey. We hope they have a fruitful day of 
discovery at the Year-End Open House.

    Some of our alumni then took the stage to give a short presentation – sharing their career paths, offering insight, 
and introducing their companies to students. This event thus provided a space for alumni to connect, inspire, and 
share their wisdom with current students. 
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LEFT Alumni came back to the campus to provide career insights for current students. MIDDLE Yummy churros drizzled with 
chocolate and caramel sauce. RIGHT Students enjoying the props at the Photobooth. 

IT’S PARTY TIME!



     On 1 December 2017, SDH held 
our annual SDH Hospitality Lead-
ers’ Reception. Led and organised 
by Mr Isaac, Head of Academics, 
this event provides a networking 
platform for fellow hospitality 
professionals to engage, create, 
and stay updated with trends in the 
hospitality industry. We would like 
to extend our fullest gratitude to 
industrial experts who came down 
despite their busy schedule.

   With annual increase of tourists, hos-
pitality investment and expansion, the 
spotlight has shifted towards ASEAN 
region as one of the prime tourism 
destinations. 
     This Hospitality Leaders’ Reception 
offers industry leaders a platform to 
not only stay updated with the latest 
innovation and trends shaping the 
future of the hospitality and tourism 
industry, but also provide an oppor-
tunity for all to network and and stay 
engaged. 
     Students, from Advanced Diplo-
ma to MBA, were present to assist in 
transforming level 13 into an exqui-
site, relaxing space with lounge music, 
dimmed lighting, and great ambience.
     For this year’s Hospitality Leaders’ 
Reception, we are honoured to have 
the lovely Ms Fenady as our guest 
speaker for the day. Ms Fenady is 
currently the Business Development 
Manager (Southeast Asia) from STR. 
STR is the source for premium global

data benchmarking, analytics and 
marketplace insights for the hos-
pitality industry. And they have 
developed a number of vital bench-
marking performance solutions, es-
tablishing market trend transparency. 
With Ms Fenady’s background and 
expertise, she gave an informative 
and highly insightful presentation 
about hotel performance analytics in 
the ASEAN region.
      After the talk, guests were treat-
ed to an array of delicious, exquisite 
finger food of cheese platter, pasta, 
desserts, and of course, wine. It 
was a successful event with many 
industrial experts, alumni, and guests 
who left with a deep impression on 
each other. 
      Last but not least, a big thank 
you to VATEL and SDH students who 
assisted in this event as well!
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SDH   Hospitality Leaders’ Reception 2017

CONNECTING 
LEADERS & STUDENTS
An annual event that provides a regular networking 
platform for students to engage with industry pioneers

BELOW Guest 
speaker Fenady 
Uriarte, Business De-
velopment Manager 
from Southeast Asia 
for STR 



       On 21 to 23 October 2017, SDH team went to Malac-
ca City, Malaysia for our annual corporate retreat. We 
were split into 3 big teams; Team Sotong (Winner), Team 
HEFE Reloaded, and Team Enforcer. The team-building 
activities and games were well organised and thoroughly 
planned. 
     We have many reliable guides to great authentic 
Malacca food and Peranakan cuisine. The activities were 
cleverly infused with intellectual tasks of learning about 
Malacca’s heritage by exploring the historical sites such 
as Stadthuys, Christ Church, A Famosa, Jonker’s Street, 
and more. 
       On the first day, the first game was bowling in an 
alley at a shopping mall near the hotel. It was a boister-
ous and fun-filled bowling session of discovering bowling 
talents within our own teams! 

BONDING THROUGH 
PLAY AND FOOD
Team bonding ideas that work 
help facilitate long term team 
building. Here the team is at 
a bowling alley (LEFT). Cha-
rades and Drawing took place 
at the padang (BELOW)
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SDH Corporate Retreat 2017

FUN TIMES IN 
MELAKA
The SDH Team spent 3 fun-filled days in 
Malacca for their annual corporate retreat.

     Next, we headed to The Padang, where the second game of Drawing – a test of everyone’s drawing skills – 
took place with shrieking laughter and amused faces. The first day ended with a delectable dinner of peranakan 
cuisine at Hotel Mimosa. After that, each team took off to complete a photo-taking task around the historical 
sites. The second day commenced with an uproarious and entertaining game of Charades which brought great 
guffaw to everyone. 
     Everyone headed back to the hotel’s meeting room where we had our corporate retreat session and our 
Inaugural Innovation Day which provided everyone a time to reflect what improvements they have done in both 
individual and department levels. 
     Dinner that evening was delectable seafood at 
a famous family-owned restaurant called Restoran 
Tong Sheng. After everyone ate till their heart’s 
content, we headed to our karaoke session for an 
entertaining night of belting out old school songs. 
Mr Clarence, a singing enthusiast with a crooning 
voice, sang a handful of songs which got the ball 
rolling in the KTV room.
     On the last day, we celebrated the birthday of 
Fred and Daniel with a cheesecake.
     Albeit a short getaway, this corporate retreat 
was fun, engaging, and effective in bonding the 
whole SDH team together, as well as energizing 
everyone and encouraging cross-departmental 
interaction.



We interviewed Harsh Wadhwani (Right), our ADHTM student who just 
commenced his 6-months industrial attachment in the Food & Beverage de-
partment in JW Marriott Hotel South Beach - one of  Singapore’s most 
high end luxurious hotel that has two sky gardens, two outdoor pools, a 
luxury Spa, and 634 rooms. Read on to find out how he nailed his interview.  

INTERNSHIP 

Congrats on clinching your internship at JW 
Marriott! How do you feel about it and how 
have you been coping with working at such a 
big luxury hotel?

Before starting the internship I was very excited and 
now I am enjoying the work and learning new things 
in terms of how the restaurant runs. I also get to see 
the difference between theory and the practical side 
of the restaurant. 

That sounds great. Can you bring us through 
the interview process?

For the interview I had to give in my resume and a 
cover letter. After which, the company called me in for 

 INTERVIEW 
JW Marriott 

MY

at

an interview where I was interviewed by two peo-
ple - the first person was the Human Resource in-
charge for training and development, the second 
interviewed me was the restaurant manager. They 
both asked me set of different questions. The HR 
in-charge asked me more about challenges that I 
have faced and how have I overcome those. Where 
as the restaurant manager was asking more about 
my experience of working in the restaurant. 

At the last part of the interview, they both asked 
me if I had any questions for them. And the ques-
tion I asked both them was what is their expecta-
tions from a trainee. The restaurant manager told 
me that he expects a trainee to connect what they 
have learnt in class to what they doing their intern-
ship. 

Singapore South Beach
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Wow. You seem really prepared for your inter-
view! Any advise you’d like to give to your fellow 
schoolmates who will be heading for their inter-
views soon?

In terms of advice, I would recommend my fellow school 
mates to practice interviewing with some of their friends  
or classmates and have a few questions prepared to ask 
the interviewers. 

Thanks for your time, Harsh. And all the best in 
your internship!

Thank you. 

       I also get to see 
the difference between 
theory and the practical 
side of the restaurant. 

INTERVIEW TIPS 
DO YOUR RESEARCH

You can prepare yourself for the interview 
by doing indepth research about the com-
pany and be 100% clear about your job 
position. Make sure you know the com-
pany’s purpose, what it stands for and the 
goals it’s trying to accomplish. 

BE PREPARED

Select appropriate attire beforehand and 
prepare a list of questions you have for 
the interviewer. You should also practice 
answering sample interview questions to 
gain confidence before the interview - get 
your friends to roleplay and help you out! 
There are endless resources online with 
potential internship interview questions – 
Google and Youtube are your best friends!

POSITIVE BODY LANGUAGE 

Nonverbal communication matters as soon 
as you walk in the office door. Try to appear 
attentive and confident throughout the 
interview process. A firm handshake, smart 
attire, good (but not creepy!) eye con-
tact throughout the interview, and (most 
importantly) being 15 minutes early for 
your interview help to create rapport with 
your potential supervisor and increases your 
chance of clinching your dream internship! 
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Star
Alumni
Series

We love hearing 
success stories from 
our students and alumni. 
Read on to find out 
interesting anecdotes 
about their careers, how 
do these alumni over-
come their barriers and 
challanges at work, and 
their word of advice for 
current students and 
prospective hoteliers.
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An interview with STELLA CHIOH, an alumnus from VATEL Bache-
lor, currently Front Desk Agent at JW Marriott. This year she was 
awarded the SDH Academic Excellence Award and was a finalist at 
Receptionist of  the Year, 2017. 

GO-GETTER
The 

Hi Stella! First off, how have you been and can you tell us what you do 
in JW Marriott?

Hi! Everything about me has been going really well! I’m currently working as 
a front desk agent in JW Marriott. I officially started my career in Febuarary 
this year.

That’s great to hear! Can you tell us more about your daily responsibili-
ties? And what’s the most fun aspect that you enjoy about your job?

My daily responsibility as a front office agent is mainly assisting any guests’ 
queries when they approach the reception, as well as taking check in and 
out for them. For me, the most fun aspect will definitely be meeting guests 
from all over the world and “befriending” them - meaning not only do I 
treat them as a hotel guest, but also, like a friend who has come to visit me 
at my house. Seeing repeated guests especially, I will be extremely happy 
because it feels like I’m welcoming them home again. And of course, the 
smile on a guest’s face is the most rewarding!

This year has been a huge one for you. You bagged the SDH Academic Excellence Award and was a finalist at ROTY. 
With such milestones, how did you grow as an individual?
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ABOVE Stella and her family at graduation day 2017.
BELOW Stella and her work-mates at JW Marriott.

I felt like the only reason that I could achieve such milestones are because 
of the opportunities that are open for me be it the award and the ROTY 
experience. Of course, not forgetting the support and trust I have receive 
from the people around me. Without the support of my parents especially, 
I wouldn’t be able to pursue my studies in Vatel. And without the support 
of my lecturers in Vatel, I would not be able to learn so much more about 
the hospitality industry. My studies in Vatel allowed me to meet friends 
from all over the countries who share with so much of their homeland and 
experiences. ROTY is definitely an unforgettable milestone in my life I am 
extremely honoured to have taken part in. The friendship I have forged with 
amazing individual who shared the same passion and interest, the valuable 
sharing and insights from great leaders of the industry that has enlighten 
me. The milestones I’ve been though help me become a stronger and much 
confident individual. I also know that I would carry on working in this hos-
pitality industry and would love to see myself learning more and striving to 
become a better one.



Hi Jonathan! Welcome back to SDH campus. As an assis-
tant director of F&B in a luxurious hotel, can you bring 
us through what you do daily?
 
Everyday I overlook the food and beverages operations 
which includes banquet, restaurents, room service and 
more. We serve thousand sets of dishes everyday. For our 
restaurants easily about 500 guests and for our banquets 
we manage thousands of seating capacities. 
So far, it has been fun and challenging every single day 
because everyday something new happens - and I look for-
ward to these challenges everyday when I come to work. 

What is your favourite thing about your job? 

It’s interesting! I think the most amazing thing about my 
job is that I meet different people everyday and you also 
face different challenges everyday especially with your own 
people, your internal and external customers. How do you 
handle situations, your profit margins, event managements. 
Everyday you learn something new and you take back a 
lesson learnt - and it makes you better in decision making 
and wiser as a person.   

That’s great to hear! As a leader in the hospitality 
industry, can you give graduating students a word of 
advice? 

You are in the right industry. You did the right subjects, the 
right  learning, and you chose the right school. I believe 
that in future there is nothing for you to regret because it’s 
an industry that is booming every single day. And it is an 
industry that never sleeps, so go forward with this. 

An interview with JONATHAN PILLAI, an alumnus 
from VATEL Bachelor, currently Assistant Director  of  
Food and Beverage at Mandarin Orchard Singapore. 

As an award-
winning hotel on 
Orchard Road, 
Mandarin 
Orchard Singapore 
makes for an ideal 
base to explore the 
city’s shopping 

Thank you for your time and hope to see you 
again, Jonathan!

Thank you! 

       You are in the 
right industry. You did 
the right subjects, the 
right learning, and you 
chose the right school.  

SelfMade 
SUCCESS
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Hi Yulia! Welcome back to SDH campus. What do 
you do at InterContinental Hotel, do you face any 
challenges?
 
I am a Club Assistant at InterContinental Hotel. At 
work, I building connections with the guests and with 
my employees, and colleagues. My job is fun yet chal-
lenging. At challenging times, I engage all my social 
and communication skills in terms of productive dia-
logaue and switch on to productive mode for problem 
solving; like if there is an urgent problem to be solved 
immediately. With my colleagues it was more towards 
emotional engagement and more to exchange personal 
and interesting details in order to see if we can have 
any mutual connection to build up our professional 
relationship and work together. 

This year was really outstanding for you! You won a 
series of accolades at your workplace, and you were 
the Valedictorian of this year’s SDH Graduation. 
What advice would you give to aspiring hoteliers?

The first advice I will give is not to give up. Whatever 
you have is challenging in your life, try to solve it, try 
to find opportunities; how you can find resources, how 
you can find solutions, where to get information, and 
just keep going and keep your energy up. From today, 
when you meet with a challenge or a task, ask yourself; 
why is this terrible; have I done it; and how can I do it 
differently next time.  Yulia’s Awards: Charming Award, Guest Love Award, Service Week 

Award, andd Work Better Together Award

And also, keep going to learn new things, new languages, 
new techniques, new strategies. It is never too late to to 
learn anything!

Thank you for your time, all the very best, and hope to 
see you again, Yulia!

Thank you so much.
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An interview with YULIA PENKINA, an alumnus from VA-
TEL Bachelor, currently Club Assistant at InterContinental 
Hotels Group. This year, Yulia was awarded a series of  
accolades for her outstanding effort, her commitment, 
and her level of  initiative.

Empowered and            
Motivated       



How are you, Apinash? Hope you are doing great! How did you get started and what’s the story behind Isso? 
 
My career has been interesting from the beggining. During the early stages I started as a management trainee and 
ended up becoming the Resort Manager at a resort called Anilana, which is one of the best owned and operat-
ed resorts in the east coast of Sri Lanka. I was there for 3 years and then moved on as regional GM for Plateno, 
a Chinese hotel management company. I have made it quite far quickly in my career and wanted to always do 
something on my own and was never was able to mentally settle with a job at one company. Two of my friends and 
I decided we venture out into an opening a prawn only restaurant in Colombo with a vision to take it to the world.

As the founder of a successful food concept, Is there any career 
advice you’ll like to give to young graduates?

Always have a plan, both long term and short term, and never lose 
focus working on it.

An interview with the Prawn King, APINASH SIV-
AGUMAA: He’s the man responsible for shaking 
up the food scene in Colombo, Sri Lanka, so we 
wanted to catch up with the impressive SDH 
alumnus and find out more about his food-baby, 
Isso. 

What was the biggest hurdle you have to overcome in this journey?

We didn’t really have any hurdles starting up or getting this far. We have been focus-
sed on one goal, which is building a good product that we can take to other markets. 
We are just about to open our first outlet in Maldives.  

Tell us one of your favourite dish from your menu.

All the items on the menu are great but if I had to pick one it has to be the 
newest addition, The Teriyaki Prawns.

EMPIRE
Building his            
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How are you, Asela? Hope you are doing great! How 
did it all start and how did you land yourself work-
ing together with your old school mate?

I’m doing very well thank you. I believe that it is my 
fate to land myself working under a such a fine young 
kind hearted talented well planned also a man who has 
passion in what he does I guess I define him right!

It all just didn’t happen overnight but there were few 
steps I stepped up to be here. First he offered me a job 
in a beautiful star class beach resort where he was the 
general manager in that particular company, after some 
time (a year) I got this job at his own place where he is 
the CEO. Feel great I am happy to work for him. 

Isso is a modern food concept that is taking the local 
food scene by storm. Tell us how you oversee Isso?

We are a fast food type of a restaurant where
everything (every meal) made with prawns/made out of 
prawns. When someone decides to visit us they know 
exactly what they will be having from us except how it 
would be made/served or in which flavors because we 
are specialized in prawns. So as a manager I have to be 
well detailed about what we serve.

Next up, we interviewed the restaurant manager, who is also a SDH Alumnus, 
ASELA MADHUSANKA: he tells us more about his vibrant career journey and 
how he oversees operations in an uniquely unconventional restaurant con-
cept.

Are there any insights or skills that stick with you 
wherever you go in your career? 

I always enjoy working, it pleases me in a way. I’m proud 
to say that I’m fast, self-learner even in a fastpaced/
diversified environment. I was inspired by their shared 
profession experiences ( Mr Fred/Mrs Taze /Mr Kessey 
Kalleichelven/Mr Isaac, many others). 

DEDICATED
Staying     
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An interview with ESTELLE CRIBELLE, an alumnus from SDH Insti-
tute, currently the Chef  De Rang (Head Captain) of  a restaurant in 
Sofitel Golfe d’Ajaccio Thalassa Sea & Spa, a luxury hotel in South 
of  France. 

BOSS LADY
Meet the

Hi Estelle, how are you and what are you doing now? 

I’m good! I’m in my home town in Corsica (it’s an island in the south of 
France) and I’m working in the Sofitel Golfe d’Ajaccio Thalassa Sea & Spa, 
in the luxury restaurant as a Chef de rang (head captain). I did my ad-
vanced diploma so it’s my internship of my advanced diploma but I’m not 
an intern I’m an employee, and I’m coming back to Singapore to do my 
bachelor in March!

Oh we are glad to hear that! So as a Chef de rang, what are you daily 
responsibilities?

So my daily responsibilities, as a chef de rang - everyday I supervise my 
waiters/runner/intern and they follow my order during the service. Like I’m 

                                                                   to serve when it’s needed (like when we have a lot of people). I really love
my job, the most fun part, it’s when I talk with the guest because generally they are staying in the hotel few days/
weeks so I see them everyday so after I know them and I can build a relationship with them, like I know what they 
like to eat and so on!

That sounds great, Estelle! So tell me, what’s the most fun part 
of your job?

And the most fun part is that I’m the “boss” of the waiters and I really 
enjoy to give order and to control everything ahah and also there is a 
good atmosphere between us the employee so we are working with 
fun so it’s very cool!!

Thank you again, all the best, and we hope to see you real soon!

Thank you. 

Estelle at her workplace - Sofitel Golfe d’Ajaccio 
Thalassa Sea & Spa, a 5-star hotel in South of France.
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Hi Jing Khang, congratulations on your recent promo-
tion to F&B Captain at Market Grill Restaurant. Can you 
tell us what you do on a daily basis in this new role?

Great to be back! I’m doing good. For my work, I come in 
for work at 11am and ends at 10pm. While it might seem 
like i work really long hours, we get to have a long 3 hours 
break in the late afternoon to prepare for the dinner 
crowd. 

Sometimes when the manager is absent, I will need to 
step in and uphold the supervisory role. One of my big-
gest priority as a F&B captain is to uphold excellent cus-
tomer service by providing service with a human touch. 

Wow, you seem like you really enjoy your work.

Yes, I definately do! It has been pretty smooth-sailing so 
far - and I am very grateful for the promotion and my nice 
co-workers. One of the best thing at work is that I enjoy 
the camaraderie of the people I work with and I really do 
feel at home with them. As we all come from the same 
motherland of Johor Bahru, Malaysia, we share identical 
conversational topic which gives me a sense of belonging. 
With a good team that works well together, it is easy to 
be efficient. 

We wish you all the best in your future endeav-
ours, Jing Khang!

Thank you! 

An interview with TEO JING KHANG, VATEL Alumnus 
Bachelor Degree in International Hotel Manage-
ment, he was recently promoted to F&B Captain of  
The Market Grill Restaurant, Singapore, in just work-
ing for 1 year.

TOP
Climbing 

to the             That’s great to hear. Whether you are new to the 
workplace or a seasoned employee, problems 
occur at work. So tell us, what challenges do you 
face? 

Time to time communication can be difficult with 
the manager but still manageble. I try my best to 
fuifill the expectations of both the customer and my 
manager, but in some circumstances it can be chal-
lenging when it’s very fast paced. As i am the middle 
man between the communication process, i do find it 
difficult to find a balance.

Jing Khang’s workplace - a rustic, European inspired restaurent that 
is listed 4.3 stars. 
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An interview with TSERENBAL GANBAT, an alumnus from VATEL, currently the officer in Tourism 
policy and coordination department of  Mongalia. 

GAME-CHANGER
How are you, Tsenga? Hope you are doing great! Can you tell us, as an 
officer in the ministry of Environment and Tourism, what do you do?

First of all, I would like to extend my gratitude towards SDH family for bringing 
up such events for alumni to take part. I am doing very well. Currently, my pos-
iting in the Ministry of Environment and Tourism is officer in Tourism policy and 
coordination department. My role since April was in charge of foreign affairs of 
the department until mid November. I have participated number of high level 
meetings and conferences in various countries. I now am in charge of quality 
of hospitality organisations. Ministry gives star ratings and inspections through 
Hotels upon request. We just finished our inspection work in October for 15 
hotels both in cities and countrysides. 

The          

You have rendered excellent achievements in your time with VATEL - president of the student council, silver aca-
demic excellent award and the champion of the National Cocktail Competition in 2015. How have these experiences 
shape you as a person? 

These achievements were highlights of my student life in SDH, without the help of your mentors and support from your class-
mates and schoolmates, I would not have achieved much. Of course you need to try hard and  dedicate yourself for what you do, 
but with team work it makes it smoother for you. These experience helped me to find myself, to be a better team player, take 
leading position, find the strength of your team, distribute accordingly to achieve better result. 

Do you face any challenges working in the ministry of Environment and Tour-
ism? 

Decision making process is slower than private companies in the sector. I believe 
technology can make difference for the situation which should be implemented in near 
future. I have suggested few applications. However, legal documents are hard to be 
managed without high security framework. 

Is there any career advice you’ll like to give to young graduates? 

Explore more about different culture, different destinations and more importantly 
explore yourself. When you explore more culture, you will have broader perspective on 
how to deal with partners, colleagues, guests and even friends. Travel more while you 
are in Singapore. Singapore is a wonderful hub for cheap airplane tickets to countries. 
Go to Malaysia, Indonesia, Vietnam, Thailand, Laos, India, Sri-Lanka and many more 
which I believe you at least have one classmates from the countries.  When you do above 
2, you will realize you have broader perspective and better understanding of yourself. 

Tsenga attended the High-Level Policy Forum on 
Tourism Development in Seoul, Korea



Understanding the 
Power of Data

CHIA - Certification in Hotel Industry Analytics is 
a professional certification conferred by the STR 
(Smith Travel Reports, str.com), AHLA (American Ho-
tel and Lodging Association, ahla.com) through its 
academic institute, AHLEI (American Hotel and Lodg-
ing Education Institute, ahlei.org), and CHRIE (Coun-
cil on Hotel, Restaurant, and Institutional Education, 
chrie.org). CHIA is the only hotel-related certi-
fication for industry professionals focused on 
analytics. This certification provides recognition 
of  thorough knowledge of  the foundational metrics, 
definitions, formulas and methodologies used by the 
industry. Vatel Singapore – SDH Institute (vatel.sg, 
sdh.edu.sg) is the first in Singapore and perhaps 
in Southeast Asia to successfully train for the CHIA 
certification since October 2014.

How are Big Data And Analytics changing
the Hospitality industry?

What exactly is CHIA and why is it crucial 
for professionals from the hospitality 
industry to be CHIA certified?  

Hotels and leisure operators are turning to ad-
vanced analytics solutions for clues about how to 
keep their customers happy. In this digital age, the 
prolific use of  information technology is in almost all 
aspects of  human activity. With analytical exploitation 
of  their online data, hoteliers can go beyond their 
traditional loyalty programs and deepen their knowl-
edge of  guests in order to develop a more granular 
understanding of  segment behavior, needs, and 
expectations; identify profitable customer segments 
and their buying preferences; and identify strategic 
opportunities to attract new guests. Essentially, 
predictive analytics can offer valuable insights for 
your hotel management strategy.

How many of us are CHIA-Certified?  

As of  December 2017, SDH is proud to say we have 
26 CHIA-Certified passers - 3 lecturers and 23 Vatel 
graduates/students. The passing rate so far is 17 
out of  24 candidates or 71% as of  June 2017. This 
year, we have the following successful passers: Anu 
Ilakkiya Jayaprakash, Bertina Hindarto, Chloe Lau 
Sher Lee, Reina Arfan Lie, Stella Chioh Pei Xuan, 
Yulia Penkina, Daria Goreva, Theingi Kyaw, Daehyun 
Lee, Keith Lin QianJia, Ngo Thanh Ngoc Zoey, Pham 
Hong Ngoc, To Nguyen Huy Minh, Tran Vinh Hau, 
and Tran To My Anita. Congrats, guys!

Data are just summaries of thousands 
of stories – tell a few of those stories to 
help make the data meaningful.

Dan Heath, 
Professor at Stanford Graduate School of  Business
Author of  Made to Stick,
Best Business Book of  the Year

Why is everyone getting certified in Hotel Analytics?

Some of the graduates/students who was certified this year are (FROM LEFT) 
Keith Lin QianJia, Ngo Thanh Ngoc Zoey, Tran To My Anita, Reina Arfan Lie, and 
alumnus Yulia Penkina. 
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LEARNING 
NEVER STOPS
Lecturer Mr Fred Utanes took a leap of faith and immersed 
himself in the hospitality workplace where the exploratory 
experience brings him in-depth insights on empowering leader-
ship styles and new friends at The American Club, located at 10 
Claymore Hill. 

For a lecturer, one of the best things 
is to be able to impart knowledge and 
be a part of young people’s career 
development and success.  To do this, 
what is required of us is to continually 
learn new things. I also believe in re-
learning the past. What I mean is that 
my exposure in the hospitality industry 
had been too many years ago neces-
sitating me to catch-up with current 
trends and practices. Long gone were 
the days I used to be chief steward 
feeding 120 naval crew aboardship, 
then managed a hostel business of 
my own, and a couple of years in the 
MICE industry 7 years back. This made 
me think of and figure-out a way to 
keep up with the hospitality industry 
without creating a lapse in my present 
teaching vocation.  So, in the middle 
of this year, learning from my army 
days when we immersed ourselves 
with the civilian population to win their 
hearts and minds, I thought of literally 
“immersing” myself in the hospitality 
workplace where the real action is.  
With the help of my good friend, Mr. 
Malik Riley, the Director of Food & 
Beverage at The American Club, I was 
allowed to be a club “employee-train-
ee” for five days in July this year.  It 
was an experience that gave me a last-
ing impression, a paradigm change, 
especially the way I look at the service 
industry in Singapore.

I was welcomed by the HR manager 
and was led to the laundry section 
where I was issued proper, newly 
pressed chef uniforms. Malik saw 
me an hour later when I was already 
stationed at my first stop, the Eagle’s 
Nest, the busiest operations they have. 
      To facilitate the change in schedule 
of my designated trainer at that time, 
I changed to a waiter’s gear instead. I 
was rescheduled to the kitchen on the 
following day. And as a waiter-trainee, 
I was introduced to the staff and right 
away found myself serving at the front-
of-house that was already bustling 
with breakfast orders and crowded 
with club members that needed to be 
quickly served. 
     I cleared tables, wiped soiled 
plates, took cutleries to the washing 
section, assisted the waiters and tailed 
the captain in her rounds to take 
instructions. Time flew like a jet that 
early morning.

     The American Club Singapore is a 
membership club with 3,500 members. 
It is located at the heart of Orchard 
Road. It has seven F&B outfits inside 
its premises. There, I had the chance 
to be a waiter, a cook, a dishwasher, a 
baker, a wine seller, and a barista for a 
short period of five “working” days. 
    Before I reported to the club for that 
immersion, my mindset was that like 
most of the hospitality organisations in 
Singapore, I should expect a high staff 
turnover, generally low morale, ram-
pant bullying, tough working hours, 
and many more unpleasant descrip-
tions that shoo away many local young 
Singaporeans to join this industry.  
And so, I set my mind to be shouted 
at in the kitchen and be bullied in the 
front-of-house for which I was openly 
prepared.
     To my pleasant surprise, I was 
greeted on my first day with the high-
est dash of genuine professionalism.

A Lecturer’s Immersion Experience at The American Club



     I was a chef on the second day 
at the Eagle’s Nest’s back-of-house, 
initially assigned to the easiest section, 
the cold kitchen. There, I prepared 
desserts and salads under the guid-
ance of my charming lady supervisor. 
Roaming around the kitchen, I worked 
at the soup, meat, grill, the Western, 
and the Chinese cuisine sections.   

One, high labour turnover due to bul-
lying and employee disrespect which is 
commonplace in the Singapore hospi-
tality environment. Two, that the Club’s 
management was being outsourced 
to American consultants. And three, 
no staff would think of anything more 
but to survive the stressful service 
setting. On the contrary, in the Club, 
everybody respects everybody. I never 
heard of anyone yelling at anyone 
even if they committed any mistakes.
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     I asked Malik about the manage-
ment contract. He said, “No, Fred. 
The Club is being managed generally 
by local Singaporeans. In fact, the 
GM is an Australian.” Then, I said in 
amazement, “Really? An American 
club being run not even by an Amer-
ican?”  
     Moreover, staff stay with the Club 
for 5, 10, 15, 20, 30, 40 years! On the 
first day, the media came and even 
featured on a TV shoot a mature kitch-
en staff who’d been with the Club for 
49 years. Awesome! And why? Good 
management. By the way, from assis-
tant supervisors and up, everyone was 
thinking of innovative ways to up the 
sales, not to survive employment but 
to achieve certain key performance 
indicators. Kitchen staff come out with 
new dishes. Front-of-house personnel 
enforce creative ideas like the LCD TV 
panel to advertise new cuisines, etc.
     I could go on and on. What 
lingered in my mind was why The 
American Club, an epitome of service 
excellence, does things the way it 
does and why other restaurants don’t.  
There is only one way to find out. On 
to the next industry immersion!

     I asked the staff if bullying ever ex-
ists there. I was told that HR will chase 
after you if you do such a thing. 

     Having too much enthusiasm, I 
even cut my finger with a very sharp 
chef’s knife as I was preparing the 
onions. I hid my bleeding finger first 
inside my pocket, but my kind chef 
partner mildly offered the first aid kit 
without saying any word nor a frown. 
Embarrassing! Then, I also tried the 
pizza section. Third day, I was a barista 
at the Thyme café. The lady manager 
was so accommodating and the real 
barista taught me how to make a 
perfect mocha. I couldn’t do it well 
though. Instead of a nice tea leaf 
figure on top, I told them I think I drew 
the Club logo on it. Disgusting! But I 
like doing the Americano because it 
didn’t require any art on it. (Heheh!).  

       Fourth day, I helped at the Home 
Wine Shop, assigned to a very young 
and smart sommelier. I even sold a 
bottle of Cabernet Sauvignon to a 
member. Fifth day, I enjoyed time 
behind the bar of the Union Bar where 
I heard stories of club members, both 
good and funny. On the same day, 
I served at the elegant 2nd Floor 
Restaurant too where I was shown how 
to set the table, their way.
     I say it was a huge paradigm shift 
because there were at least three 
myths or misconceptions that were 
destroyed that day. 

I never heard 
of anyone 
yelling at 
anyone even 
if they 
committed any 
mistakes.
I asked the 
staff if bully-
ing ever exists 
there. I was 
told that HR 
will run after 
you if you do 
such a thing. 

Research has uncovered four factors have been proven to have the 
biggest influence on employee commitment levels

Clarity about intend-
ed goals helps 
employees make 
better day-to-day 
decisions at work

Clear company 
goals

Healthy Workplace 
Environment 
When employees 
enjoy their work, it 
creates a spill-over 
effect to satisfaction 
and productivity 

Inclusivity
When employees 
feel like they fit 
in well with an 
organisation, they 
feel a bond and 
commitment to 
their organisation

Challenging Work
When employees feels 
challenged in their job 
their intrinsic motiva-
tion, joy at work and 
sense of achievement 
increase

How to increase employee commitment By Researcher Nik Penhale Smith from EFFECTORY.COM
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