Hospitality Ulster

STEP 13: Hotel Positions

1. RECEPTION

Instruction & Learning

MENTOR: You must ensure that the employee is aware of all reception procedures; welcome guests; source of information to visitors to Northern Ireland; that they can provide information about our other outlets; that they can process reservations; that they are aware of the computer system; that they can operate the switchboard;

EMPLOYEE: You must ensure that you are confident in all reception duties; please ask questions so that you can ensure a high standard of service to the outlet. 
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Introduction to Computer system; how are reservations / bookings processed (Fidelio)

	
	
	

	Checking in / Checking out process


	
	
	

	Answering the Telephone 


	
	
	

	Operating the switchboard


	
	
	

	Dealing with complaints


	
	
	

	Introduction to Avvio


	
	
	

	Using Search Engines for Booking


	
	
	

	Room rates; corporate rates; individual rates


	
	
	


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Using the credit card machine for reservations & payment


	
	
	

	Opening times; restaurant; bar; breakfast; lunch; dinner; nightclub


	
	
	

	Using the fax machine & ordering stationery 


	
	
	

	Introduction to the key card machine


	
	
	

	Introduction to the fire alarm system; emergency evacuation procedures 


	
	
	

	Introduction to the invoicing procedure


	
	
	

	Ordering taxi’s / taxi company


	
	
	

	Customer wake up calls


	
	
	


	Method of assessment – Observation




2. HOUSKEEPING


Instruction & Learning

MENTOR: you must ensure that the employee is familiar with all house keeping duties; that they are aware of appropriate equipment; that they are able to acquire materials; resources etc; that they uphold high standards of customer service; 
EMPLOYEE: make sure that you familiarise yourself with the procedures for good housekeeping; this includes fire safety and evacuation. You must also uphold the principles of excellent customer service because you will be dealing with, and meeting customers on a daily basis.

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Checking the status of guest rooms:


	
	
	

	Introduction to location of room stock


	
	
	

	Lost Property


	
	
	

	Cleaning Equipment


	
	
	

	Bed Linen (ordering & supply) 


	
	
	

	Rooms; making the bed; wash facilities;


	
	
	


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Introduction to housekeeping procedures:

· Master-key

· Knock and enter

· Cleaning chemicals

· Manual handling

· Storage (cots / spares)
	
	
	


3. NIGHT PORTER


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Checking People in & Out


	
	
	

	Using the Telephone


	
	
	

	Introduction to the Switchboard


	
	
	

	Introduction to Microsoft packages used in the outlet


	
	
	

	Introduction to Fidelio & Avvio


	
	
	

	Undertaking a night audit


	
	
	

	Introduction to room rates / packages 
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