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School of Hospitality & Tourism Management Institute of Management & Health BA International Hotel Management 
CertHE International Hotel Management
Hotel Administration & Front Office Operations
BMIH 4004
Practical Exam
Assignment 2: 10 minutes
This form will be provided to you during your exam and is to be submitted to Turnitin by 4pm on 19th November 2021..
You will be assessed on your ability to undertake practical tasks on a PMS (Hotelier) and your interpersonal & communication skills with a guest. This assignment will be in the form of a role play, where your lecturer will play the part of the guest. Hotelier demonstrations will be provided during lectures and students will practice skills on a weekly basis. Communication skills will be explored throughout lectures. 

You are a member of the Front Office team and will be assessed on the following tasks: 
• Create a Guest Profile • Create a reservation • Amend a reservation • Process a payment • Input special request 
You will also be assessed on your: 
• Rapport with the guest (pleasant & friendly) • Active listening (listening & responding) • Non-verbal communication (tone of voice, facial expressions etc) • Problem solving (evaluating a problem and implementing solutions) • Accuracy of practical Hotelier tasks 
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Self-evaluation - please answer the following questions:


1. Describe the challenges you have experienced using Hotelier. Define one or two areas or skills you can improve upon.
I was extremely nervous which led me to be slow and I also should have practise more like role play.Tp perform better I need to improve in those 2 areas.

2. Do you feel that you spent enough time practising Hotelier tasks independently?No, 
No because I should have practiced more independently 
3. Did you review your tasks on Hotelier and check for errors consistently?
Yes, I reviewed the mistakes I made on the task on hotelier 

4. Could you describe your performanceduring the practical exam (using Hotelier and interacting with the guest as a Front Desk Agent?) How did you do? Is there anything you are satisfied/dissatisfied with? Why? What could you have done differently? How could you improve your skills?

 I was nervous I forgot to ask for the address I know that next time how to improve less nervous so that I can do my best,
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Please can you rate your skills in the following grid:
1 - UNSATISFACTORY 
2 - SATISFACTORY 
3 - GOOD 
4 - VERY GOOD 
5 - EXCELLENT 
6 - EXCEPTIONAL

	Task
	Grade (number)

	Create a Guest Profile
	2

	Create a reservation
	4

	Amend a reservation
	3

	Process a payment
	4

	Input special request
	5

	Rapport with the guest (pleasant & friendly)
	6

	Active listening (listening & responding)
	5

	Non-verbal communication (tone of voice, facial expressions etc)
	4

	Problem solving (evaluating a problem and implementing solutions)
	4

	Accuracy of practical Hotelier tasks
	3
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