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Overview Summary 



The purpose of this report considers analysis Rapport Company as a provider of high customer services for corporate organizations.
This report is working on the prestige that Rapport got into blue chip companies in London for providing the most qualified employees in front of the house.
This work will make reference to the awards that this company has achieved in recent years and the advantages, awards and how they treat their employees so that their employees give the best of them becoming in good ambassadors for their clients.
This report will also evaluate Strengths, Weakness, Opportunities and treats that it supposes to be based in London as a provider of customer services and the PESTEL analysis.














INTRODUCTION
A. RAPPORT 

Rapport is a company that provides high front of house services. The rapport’s fully managed offer includes reception, concierge, client meeting rooms, switchboard and other call services. The brand’s ethos is based on creating a rapport with clients and their guests from the outset, leaving them with the perfect impression every time. 
Offering qualified staff for front desk for corporate companies around the UK, USA and ASIA. The company size is between 500 to 1000 employees around the world.
One of the activities of this company is not only providing high quality customer services, but also training their employees to get the skills that they need to offer the best services possible.
Rapport recognised in the Top 30 best places where to work in the hospitality, according the Caterer and Hotelkeeper and PurpleCubed. 
The reason why this company has archived this is because the 90% of the employees respect each other and they work for one objective. The company is committed to career development for all, regardless the position.




B. STRUCTURE, GOALS AND MISSION 

Its structure is based on a long process of selection of personality so that they can hire people who are looking for a rewarding long-term career with responsibility and prospects.
The company is formed in this structure so that they can manage to get all the people to be formed from the company. 
Managing Director: 
Operation Director:
Resourcing Manager: 
Training and Engagement Manager: 




The process of selection of the company is very exhaustive since the company wants the best people who can fit in the company. They are more selective in the hiring process to achieve higher service standards.
Rapport´s goals are made every guest feel special and remarkable their visit, training people, developing their skills and make them fill value in the company with many rewards, so that the employees will motivated and they will be a good ambassador of Rapport. The mission of RAPPORT is taught to learn something new about their guests from every interaction and use It to improve it. It’s all part of its continual improvement philosophy, by embracing new thinking, new technology and new ways of working.
Its aim is to ensure they create a personal, intuitive service for its clients and their guests, which anticipates needs, saves valuable time and makes guests feel welcome and relaxed.




C.SERVICES 

Rapport’s services are offering very high customer services to all its clients, providing staff from 5star hotel experience backgrounds. 
What they get following this method is solving all the requests of the people and giving the best services ever. 
All the big companies are based in London and the organisation needs people who deliver high quality services and fulfil client’s expectations.







DISSCUTION

A.EMPLOYEES 

The commitment of the workers reflects the intellectual and emotional involvement of these with their company, and with it their personal contribution to the success of it. Committed workers share a set of beliefs and attitudes that viewed as a whole reflect the key aspect of the company's health.

The commitment is a two-way road between company and worker. The company is committed to the worker's commitment and to be conveniently rewarded for it. The company must always bear in mind that the worker, before committing to the company that hires him, has a commitment to his profession and his career.

For Rapport its employees are the key to success that´s why the payment is high, the hours are less and they are looking after them giving all the benefits that an employee expect once this is done its employees will pay it back taking care of its clients. Rapport does not want people who are looking for a job from 9 am until 17 pm, they want people motivated and willing to give the best. 
Its employees are from different backgrounds, especially they are coming from hotels. 
Rapport company makes a huge investment in Networking events, training and opportunities for their employees. 

Their employees offer, reception services, event management, meeting room management and first -fix an AV Support, room booking and helpdesk/facilities support, switchboard and call services, 24 hour concierge services. So, given all this role and task they need fully-skilled employees to deliver a high quality customer service.

TRAINING 

To ensure that every guest experience is unique, the Rapport Academy training programme provides all employees with the tools to provide an outstanding level of service with courses in diversity, disability, protocol awareness and even sign language.
It is starting with a very warn welcoming to the company, and then for an individual training and development programme from in-house academy. This training would give all the skills and steps necessary to give a proper customer service to the clients.
According with The Customer Satisfaction Index found that ¨high performing organisations tend to be characterised by proactive investment in their employees, technology, customer experience design and processes and the ability to integrate these elements to deliver strategic clarity and coherent operational outcomes. ¨ 
Giving the values of the company as a built rapport, be innovated be brilliant.
The company wants people to build rapport with clients, rapport is the feeling of trust and co-operation between two or more people, so that they will be more receptive to what you are saying to them. It is an essential part of building good working relationships. 
Rapport is one of the principles for success and is fundamental to all effective communication in the workplace.
They invest in everyone by providing their personal and professional development and many opportunities to gain extra qualification.

With a specific focus on our supervisors and team leaders, they launched a bespoken development programme called lead the way, it is designed to develop skills and tools into a management role. 
AWARDS
What employees can expect from Rapport, they feel very valued in the company and the company of acknowledging their accomplishes rewards. 
Rewarding to employees financial and non- financial can influence in their behaviour, improving in their performance, giving a good results for the company.

Rapport understands this key of recourses and they follow every step to make their employees to achieve many things inside of the company.
About the awards that this company has got in the several years talking a lot of them, awards a such a the annual Catey awards are considered the Oscars´´ 


Resource Manager: 
All projects require skilled human resources to successfully accomplish goals. The resource manager is responsible for assigning the right people to the right projects at the right time. They manage employees currently in the workplace and determine hiring needs based on each project’s requirements. 
This role is important in the organization because having to archive hiring people who will sit in the company, not just for their experiences but for their personalities and values. To hire the right person for every company has to go through a long process of interviews and personal evaluation.
For rapport this role is the key of the organisation as they believe that hiring the right people in the right place will give the notorious and the opportunities to extend their services among their clients. They want to be the only provider of customer services in the front desk for corporate organisations.



SWOT ANALYSIS

We will look into the SWOT of the company which this tool detects the Strengths, Opportunities, Weaknesses and Threats of a project, entrepreneurship, organization, person or even a country. 
Strengths and Weaknesses are internal or proper factors. Opportunities and Threats, external. In addition to describing these four groups of variables, study the interrelationships between them. 
It helps us design strategies for decision making and action. It can be done individually or in groups. SWOT It is usable for a specific objective (a project) or in the general evaluation of a role (study, partner, etc.)

Rapport has been operating since 2012 as a leading guest services provider for blue chip companies.


Strength
· Strong employees with experiences offering customer services 
· Employees are motivated working for the company and delivery good services 
· Experiences in the corporate field 
· Proper training to their employees to develop them 
Opportunities 
· Keep expanding around UK
· More employees fully-skilled 
· Prepared ambassadors of the company who will represent them well 
· Growth of the company 
· Strategic partnership opportunities with suppliers 
· Evolvement of new technologies  
· Macro-level trade agreements
· Recruiting/attracting quality employee 
· Improving corporate culture 


Weakness
· High investments in technology 
· Necessitates change management and adaptation
· Dislocation of companies
· Employee turnover 
· Communication and phone skills 
· Inconsistency 


Threats 
· Increased competition 
· Poor customer services 
· Social Media
· Losing customers 












Conclusion

Rapport Company tries to make the different bringing a new concept of customer services since they are operating with multinational firms they want to care of their clients and that’s why Rapport invest in hiring, assigning and training the right people and put them in the right place. 
Each employee is important as they have to be the ambassadors of Rapport, however, to get until this process it needs a structure of the process and selection.
This company providing awards for outstanding services is one of the best ways to encourage their employees and they monitoring their performance, making sure that they make the most of them when the time comes to take care their clients. 
Despite of the fact that new challenges are coming such a the uncertain political situation as an imminent Brexit can affect to hiring people from abroad as Rapport Company believe in the diversity of cultures.
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