


[image: ]Vincent David Li Ah Choon

Portfolio

Course: Work-Based Learning
Student No: 1715709
Reflective essay word count: 2337





Table of Contents

Reflective essay	3-8
Curriculum Vitae	9-14
Job Description 	15-18
Training need analysis ( SWOT)	19
Personal Development Plan	20-21
Organizational Structure 	22


 


MY SELF-MOTIVATION TO BECOME A MANAGER
 
In 2001 I took one most important decision of my life, after my High School Certificate I decided to join the Hotel School of Mauritius for a one year course in the Front Office Department at Supervisory level.  It was the beginning of a new adventure, where the transformation of my personality began. I was a shy person; I still remembered my first time when I have to do role plays in class, I was not at ease in front of an audience. In 2016, 15 years after I had a great opportunity to do a presentation in front of the CEO of LUX* Resorts & Hotels, then realized the evolution of my personality.  At the beginning of my career I fixed a clear objective to become a Front Office Manager in 10 years. This was always my source of motivation, after 14 years at LUX* I was unable to attain my objective, however in 2012 I was able to accomplish part of it as I was promoted as Assistant Front Office Manager. I remain focussed on my objective and keep a positive mind-set; I take it as an opportunity to continue to learn from my Front Office Manager and Rooms Division Manager to become a better Front Office Manager in the future. Now as I have the opportunity to work with a Rooms Division Manager, my new challenge is to learn more about the Housekeeping Department.
This citation below is all about my career.  I was not a bright student at the secondary school. Before I joined the Hospitality industry, I made some research about this fascinating industry. What I could understand at that time that it is a sector that even without high education qualification you might opportunities to grow. My intrinsic motivation in life was always to become a Manager, the main reason why I chose to make career in Hospitality sector. I still remembered my first day as Trainee as Guest Relations Officer at Ambre Hotel, I was self-motivated to discover a new world. I felt very comfortable in the new environment, and I was eager to learn. I met several Supervisors and Managers at that time to know what skills were required to be able to reach Supervisor level and Management level. 

After 6 years of career, when I was able to reach the Supervisory level, i started to have some extrinsic motivation as I was so close to my goal fixed.

“Motivation refers to the reasons underlying behavior (Parashar, 2016, p. 8). According to Rokeach (1973) motivation is one of the most important factors for understanding and managing organizational behavior, because it explains why employees behave or act in a particular way (Rokeach, 1973: cited in George & Jones, 2012, p. 156). Motivation is the energy that moves employees forward towards performing a certain action; motivation will strengthen the willingness of employees to work, and in turn it will increase the organization’s effectiveness and competence.” (Parashar, 2016, p. 8).

From 2004 to 2012 during these 8 years in the same group, in each two years my role has expanded and I am having more and more responsibilities. There are two major things that helped me in my career - my determination and the management’s belief in my capacity. During these past years, I was selected to participate actively in different supervisory training sessions and different workshops. In 2010 I was promoted as Front Office Supervisor and I have had opportunity to shadow the Front Office Manager in his daily works and getting involved with him for planning and discussing about the strategy to put in place for the smooth running of the Front Office Department. In the absence of the Front Office Manager and his Assistant, it was a real opportunity for me to participate in the daily Management meeting and this permitted me to participate in debate with the management team and acquire maturity and confidence. In 2012 I participated in leadership training for a duration of 6 months. It was really beneficial and it was a preparation to move a step further and integrate the management team. During these 6 months training a lot on emphasis was put on Management Skills such as:
1. Planning
1. Organizing
2. Co-ordinating
3. Directing
4. Reporting.
I worked a lot on public speech and I worked in small group of 3 persons of different departments to present two projects in front of the General Manager and Head of Departments. After this training, the management was satisfied with my performance and motivation. I was then promoted as Assistant Front Office Manager.
When I started my new role as Assistant Front Office Manager, I adapted smoothly but surely. The Team accepted me whole heartedly. I worked to consolidate the team spirit among the team by organizing various Team Buildings and broke down the barrier between Team members and managers. I learned a lot from the Front Office Manager, he was a mentor for me with his vast experience in the Front Office Department. He guided and provided me with useful information. He gave his advice and full support. I have developed a great partnership with him and built trust among ourselves. He gave me the liberty to share my opinions and we opened discussion on every aspects and strategies to set common goals for the team. For the re-opening of LUX* Grand Gaube in December 2017, I had the opportunity to work together for the recruitment of new team members and finalizing new processes and their implementation. I have chosen to be an Assistant Manager that my Team Members and the management team would always recognize not only for the words but also actions. In the past I have witnessed Managers that said something but did the opposite of what they said and this destroyed the trust in the team. 
I was lucky enough to meet different people during my entire career who trusted me and believed in me. My Front Office Manager gave me the chance to learn from him by delegating some of his responsibilities and I took it as I real opportunities as my goal was always to become a Manager. A sponsor is someone with power who knows you and your potential, who advocates for your success and who helps remove obstacles to your progress.
“You won’t always know who your sponsors are, but they are people who will advocate for you in the workplace when you need to be more visible.” (Forbes, 2015)
I realised in 2016 how my General Manager sponsored me by giving me the chance to participate in the LUX*Innovation Challenge, I was the only Assistant Front Office Manager participated in this contest, as all other resorts were represented by the General Manager.
When I made a retroactive analysis on the past years since I have been appointed as Assistant Front Office Manager, there are things that I could have done differently.
After some research I discovered the real meaning of micromanagement; a micro manager is a boss or manager who gives excessive supervision to employees. “Micromanaging is one of the most damaging habits an executive can have. Teams get bogged down going through laborious procedures, and worse is the environment it generates: Groups that adapt to a micromanagement style are either, quietly rebellious or hapless, unable to make any independent decisions”. (Forbes, 2017)
All works that were delegated to me by the Front Office Manager; I took the responsibility to do all by myself; it was like one man show. At the beginning it worked fine but in long term it was a poor strategy, micromanagement style was not an appropriate way of doing things. The Team Members were not empowered to rectify their errors in the long run and it prevented them to grow individually. For example there was a lack of control concerning accommodation vouchers, in the end it was my duty to check and control all these. 

1) I have not made full use of the two Front Office Supervisors and the Guest Relation Supervisor, where I am supposed to delegate certain responsibilities and give them some authority to be decision maker. I have centralized all the control and plan under my responsibility and in my absence the Supervisors were not well prepared to carry out these responsibilities.

In the Front Office Department we have five sub departments; I have not created enough opportunity for Team Members to become multi-skilled Front Liners. Each Team Member focuses only on what they have to do; it was a sort of job specialization. “The downside of job specialization tends to be that people can only do one task. They aren’t trained to multitask or handle multiple areas of a workplace. As a result, when a critical expertise is lost, the process can suffer.” (Adeyoyin, Samuel Olu; Agbeze-Unazi, Florence; Oyewunmi, Olatundun Oluwatoyin; Adegun, Adewale Isau; and Ayodele, Rafiu Olabamiji, 2015)
The system can be quite detrimental if ever we have one or two Team Members reporting sick as there were nobody to do the job.


2) Misuse of Opera system, no proper training was given to the Team Members where they can make full use to retrieve information. It delayed information and it slowed the service. For example if a guest presented himself and asked for room rates for his/her next holiday, no one at the Guest Relations Pod will be able to check the availability and rates from Opera system and communicate the information to the guests. 

After 5 years as Assistant Front Office Manager, I have made a flashback and identified my weaknesses, where I have to improve myself and make my team benefit from it. The four main points are Financial Aspect, Computer Skills, Delegation and Housekeeping Operations.
1) When a decision has to be taken, it is always base on customer satisfaction and without considering the financial aspects. It reflects on the team too as they are focussed on guest satisfaction rather than profit making, I have to find the right balance. It happened that Front Office Department turn into conflict with the Finance Department as we don’t speak the same common language. For example in terms of rooms’ allocation, a lot of free upgrade to higher room category is offered to guests as frequently we are overbooked in the lowest category, but the Financial Controller  was looking for upselling of the rooms.

2) Computer skills especially Microsoft Excel and Microsoft Power Point are essential in the day to day running of the organization. As an Assistant Front Office Manager, I am supposed to use statistics and structure my data, build up charts and share information to the team, for the moment I am unable to do so without help of another colleague. Training using Microsoft Power Point is a way to create positive visual impact on the Team and also to make the Team Members more focus on the subject. It increases the spontaneity and interactivity among the team. It helps for group discussion. For the moment I am unable to create this impact on the team as I have not the skill to prepare these presentations.

3) Delegation skill is one of the most important management skills. Poor delegation to subordinates causes demotivation, low morale, frustration among Team Members and it is like a barrier for them to grow. It is important that I improve my Delegation Skills, trust team members with responsibilities. The way we transfer responsibility is important, and I have to ensure the Team Members are properly trained and they have the required skills and abilities to perform the require task. 

“Delegation, however, is not a simple abdication of responsibility; it must be properly planned. The task to be delegated must be clearly identified – with the boundaries – and must include an indication of performance requirements, in terms of completeness and quality.”(John Muir,1995)

4) Since 2017 it is the first time I have the opportunity to work with a Rooms Division Manager, where the Housekeeping Department and the Front Office Department are under his responsibility. I have more than 10 years’ experience in the Front Office Department but I have to learn also the Housekeeping Department to understand how both departments can help each other for the benefit of the resort.
Looking back, there are lots of actions that I have taken that the team has benefitted from in terms of customer service with training on our Up Your Service. This particular training is based on the seven levels of service from Basic to Lux Shining Service, uplift the loyalty ladder, perception points and when guests complaint become a gift. During the training all Certified Trainers explain clearly by giving examples to our Team Members which level of service are expected from them. It is an occasion also to inculcate our common business language to the new Team Members. As a certified trainer, every year I participate in a refresher course done by qualified UP Your Service Trainer, and this permit me to develop my sense of customer service and give me ideas how I can help our guests to celebrate life. This is seen when you read Trip Advisor reviews, where most of the guests mention the outstanding service that they have experienced at LUX* Grand Gaube. 
However I need to develop myself on all my weaknesses such as finance, computer skills, delegation skill. If I trust more the team and delegate the right task to the right person this can permit me to take more responsibility and identify new areas where we can improve the service.  In terms of the Front Office Management Team, I will have to discuss with my Rooms Division Manager and Front Office Manager to set weekly meetings and discuss the progress of each Team Members and set an individual plan for them.
I have to do things differently if I want to become more productive. After analysing all the weaknesses, I can re-plan and re-organize the work in the Front Office to get the Team prepare to take more responsibilities.
1. I have to avoid micromanagement style of managing as this will not permit the team to grow. I have to plan training for the Team Members, so I can delegate more tasks. It will be my responsibility, the way I want to improve my delegation techniques. I need to be wise to choose the right person with the right skills to accomplish the task, set goal and expectation, responsibility and time frame
	
2. Organize training for all Front Office Team and empower them to make full use of Opera system. This will help the team to become less dependent on person, and everyone will be able to check availability, read room plan, confirm a late checkout, and check rates on system.  They will feel more confident in front of the guests and will give them more possibility in their career. 
During all these years I was not aware of my learning style, I recently discovered by using learning style questionnaire of Peter Honey and Alan Mumford. My learning style is pragmatist and when I read the explanation on pragmatist learner it is all about me, as I love solving problems and makes the best decision by taking into consideration all factors. I am a very down to earth person and this reflects in my decision making, always reasonable, realistic, responsible, and logical. My next step is to discover each learning style of my team members. This will help me to understand each Front Office team members and I will have to consider this important factor when I am delegating responsibilities to them.
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Curriculum Vitae
Name: Vincent David Li Ah Choon
 Position: Assistant Front Office Manager
 Address: Dodo Lane Royal Road Montagne Blanche
 Mobile Number: 57519398
 Email Address: davidli@hotmail.it
Personal Summary
Highly motivated Assistant Front Office Manager and always committed to guests’ satisfaction. Always ensure effective communication with other departments in order to create memorable experiences for the guests. Develop professionally and build strong relationship with guests to be able to understand their expectations and manage their needs. Committed to the welfare of the Team, involving and analysing every conflict situation to help Team Members develop the right attitude at work.
Work History
October 2012 	Assistant Front Office Manager
Present	LUX* Grand Gaube (5* Resort, 186 Rooms with 8 different rooms categories)
Plan the smooth running of the Front Office Department, consisting of 32 Team Members in close collaboration with the Front Office Manager and Rooms Division Manager.
Responsible of the Evening Shift from 15h00 to midnight.
Chair the meeting for arrivals and departures of the next day in order to plan early arrivals, early and late departures in collaboration with Housekeeping and Food & Beverage Departments.
Chair the daily briefing with the Front Office Team in the absence of the Front Office Manager. During the daily briefing the following are discussed, Value of the day, our Vision and Purpose, sharing feedback that we received via Trip Advisor or any other platforms with the Team and seize this moment to praise Team Members whose names have been mentioned on different platforms. All important arrivals & departures of the day and delegating responsibilities to subordinates are also discussed.  
Review and analyse guests’ complaints on various platforms such as Trip Advisor, Incident communication via Whatsapp, Google, Booking.com and Expedia with Front Office Manager and Rooms Division Manager, in order to plan for recovery service.
Responsible for billing accuracy and report any anomaly to Finance Department. Keep close contact with Credit Controller at Head Office to ensure follow up is done for every individual guest about the payment and deposit.
Ensure Team Members are providing service in accordance to our Standard procedures.
Meet a maximum number of guests upon arrival and departure to create memorable first and last impression.
Twice per month, perform the role of Breakfast Manager, meeting maximum number of guests during breakfast time and gather maximum feedback on their stay and satisfaction. For any negative feedback, information is sent to the department concerned for corrective action.
Perform the role of Evening Duty Manager twice per month, close follow up of unsolved issues raised in the morning by the Breakfast Manager. Work in close collaboration with all departments to ensure the smooth running of the resort. 
Key Achievement
Participated actively in the opening of the new LUX* Grand Gaube with the Retro Chic concept. Involved in crisis situation handling, worked in collaboration with Sales & Marketing Team and Central Reservation Manager for re-allocation of guests. Formed part of the special Team who was at the airport to meet all arriving guests.
Highly involved in the recruitment of new Team Members for the Front Office Department. 
Worked in collaboration with Front Office Manager to review and implement new procedures. (Arrival experience/ Resort Orientation/ Room Orientation/ Pre- Departure/ Departure/ Guests Complaints)
Involved in the preparation of Front Office candidates for the Tourism Employees Welfare Fund competition. (LUX* Grand Gaube was the Winner of the Best Welcoming Experience, two consecutive years 2016 and 2017)
Worked in close collaboration with Air Mauritius Helicopter Service and created a package known as Heli-Day where our guests on a specific day can avail of discounted rates for helicopter tours. 
Recognised among the top 10 Team Members whose names were mentioned on Trip Advisor and Market Metrix by guests.
Participated actively to improve the ranking of LUX* Grand Gaube on Trip Advisor (2012 LUX* Grand Gaube was ranked 26th and in 2018 it is ranked 4th) 
Acted as Night Duty Manager several times.(responsible of the whole resort during the night, worked with a team for 15 Team Members consisting of Front Liners, Cooks, In Room Dinning, Security Officer, Maintenance officer , ensure all the security aspects are respected)
2010-2012		Front Office Supervisor 
LUX* Grand Gaube (5* Resort, 198 Rooms with 6 different rooms categories)
Execute work planned by the Assistant Front Office Manager.
Plan the weekly roster for reception team consisting of 8 Team Members by taking into consideration their respective request and the resort occupancy.
Identify specific training needs to train the Team Members in their job.
On the job training is done for Team Members who are unable to master a specific task or when a new process is put in place, this kind of specific training helps Team Members to improve their performance and become more knowledgeable and skilful.
			
2008-2010		Head Receptionist- 
Former Legends (5* Resort, 198 Rooms with 6 different rooms categories)
Help new Front Team Members to familiarize with Opera System,a system where all information is registered such as arrival guests and it is used for various reports such as forecast, number of in house guests and statistic.
			 Give training on Standard of Procedures to new Team Members.






2006-2010		Senior Receptionist 
Former Legends (5* Resort, 198 Rooms with 6 different rooms categories)
 
Coordinate with different sub-departments in the Front Office for room movements.
Verify accommodation vouchers for all arriving guests and report any anomaly to our Central Reservation via mail.
Train Reception Team Members on operating Credit Card Machines and the processes.
Input last minute booking on Opera System and ensure the correct rates codes have been used. For any booking it is compulsory to enter a rate code, which determines the appropriate rates for the booking taking into consideration the meal plan and the market. 
2004-2006		Receptionist 
Former Legends (5* Resort, 198 Rooms with 6 different rooms categories)
Responsible for check in and check out of guests on Opera system.
Responsible of a Cash Float of Mauritian Rupees 75000/-, assist guests for exchange of foreign currencies in local currency and also guests who want to withdraw money with their credit cards. Cash Float is fixed amount of money received from the Finance Department, use for all cash transactions at Reception. At end of each shift, it is compulsory to print a cash sales transaction report and do cash float count, to ensure there is no shortage or surplus. 
Print daily reports and distribute to all departments (Guests in house/ Housekeeping Forecast/ Arrival and departure of the day)
Handling Guests complaints and raise Incident Communication Form. (A form to fill in case any negative feedback from a guest, describe what went wrong, action taken and follow up by Management)
Assist guests for any request, such as taxi, babysitter, restaurant booking.
Responsible of filling of registration cards and bills. 





Education and Certification
2001			Hotel School of Mauritius
			National Technical Certificate Level 2 Front Office Supervisory Level
1992-2000		Secondary School Curepipe College
			Higher School Certificate – University of Cambridge
School Certificate – University of Cambridge
Training
2018	Up Your Service workshop- Building Powerful Partnerships/ Cycle of Service Improvement with Linda Tan Spicer (Up Your Service College)
“Mind Power” & “Success is a Choice” with Robin Banks (International Motivational Speaker)
2017	Savoy Butler Uplifting Service with Patricia Paskins (Trainer from the Savoy Butler Academy)
Sometimes you win sometimes you learn by Hussain Afeef (John Maxwell Certified Trainer)
			First Aid with Fellowship First Aiders
2016			Technical Service Agreement Front Office Upselling
2014			Course Leader Certification from Up Your Service College.

Honors and Awards
2016			Finalist of LUX* Innovation Challenge.  
Each year LUX* organizes an annual competition with a specific theme among the group, where each resorts come with an innovative idea, the competition is into two phases, semifinal and final, in the year 2016 it was about innovation to increase revenue. The idea was to make full use of our helipad, my responsibility was to get in contact with Air Mauritius Helicopter Services and I was the spoke person between the Air Mauritius Helicopter Services and the resort. A package was created where all 3 parties beneficiated from it ( Guests, Team Members, LUX*Resort)



1. Winner of LUX* Service Leadership Challenge
(Category Service Communication (Learn to know your colleagues)
Each year the LUX* Training Academy in collaboration with UP Your Service college, organize a competition regrouping all LUX* Certified Up Your Service Leaders where a theme is chosen. As Certified Leaders we have a specific period of time to set new idea and after implement the idea, for 2016 in category Service Communication, noticed that there was a lack of communication with the Night Shift and the Management. A special breakfast was organized for the Night Shift Team Members where the Night Manager together with the General Manager participated in breakfast. It was like an informal platform where Night Team Members have opportunity to speak and share their ideas.  

2. Runner up of LUX* Service Leadership Challenge 
(Category Improve Guest Services (Lost Luggage Opportunity)

Hobbies		Football, Jogging














JOB DESCRIPTION


	Job Title
	Assistant Front Office Manager

	Department

Reporting To
	Front Office Department

Front Office Manager

	Direct Reports
	Room Division Manager

	Indirect Reports
	Front Office Supervisor

	Main Purpose
	To assist the Front Office Manager in efficient planning and co-ordinating the operations of the Front Office Department, so as to be in conformity of the Hotel’s standards.


	Duties & Responsibilities
	· Participates actively in providing excellent service to guests.
· Assists the Front Office Manager in welcoming guests or groups upon check-in.
· Interacts with guests to obtain feedback and suggestions for improvement.
· Verifies regularly that guests history and profile records are accurately updated.
· Handles customer complaints efficiently through appropriate interaction and/or referral to Management. 
· Follows the trend and ratings on Trip Advisor. – Trip Advisor gives you a clear indication of the level of service provided in a resort and it helps to collect feedback. It helps to identify the weaknesses of the resort. 

· Checks the daily attendance book to control punctuality, absenteeism, overtime and casual labour, in order to make sure Team Members have recorded their duty time accurately. 

· Checks the daily logbooks for recording of events with the Guest Relations, Reception desk, Conciergerie, Telephone Operator and Bellboys.

· Reviews any anomaly with the Front Office Manager. 
1. Process about payment for individual guests upon arrival. 
2. Credit limits control. 
3. Information omitted during resort orientation, 
4. Profile of guests are updated properly on the Opera System 

· Contributes to the maximisation of rooms’ revenue by identifying up-selling opportunities.

· Facilitates visit of educational tours. It is to create first impression about people who will promote our resort to their respective clients. Everything has to be immaculate, the public area, show rooms, all counters in the lobby.  

·  Provides information to Guests on special features and hotel services. 

· Verifies that all delegated duties are in accordance with the Hotel’s standards and checklists.

· Conducts frequent spot-checks within the Front Office Department, with regards to procedures and service, and reports to the Front Office Manager.

· Assists the Front Office Manager in implementing all Standard operating procedures and monitoring of their execution.

· Monitors compliance of Team Member with grooming and hygiene, and with safety regulations and procedures.

· Efficiently prepares the monthly roster of the Front Office Team, by allocating specific tasks as required.


· Conducts daily briefings with Team Members to share information and resolve work issues.


· Provides regular feedback to Team Members on their performance, and assists the Front Office Manager in the performance evaluation of subordinates.

· Assists in providing on-the-job training and coaching sessions in order to develop knowledge and competencies of subordinates. When you have a new Team Member in a new position, provide him full support and share acquired experience and guide he/she in the new role and dedicate 15 minutes every day to discuss of his/her day and encourage him/her to share any difficulty that he/she may face. 

· Ensures effective assistance is provided to guests during check-in and check-out.

· Ensures that maximum security is given to items left at the front office by guests. 

· Performs checks of Guests reservations to ensure that procedures are being adhered to.

· Ascertains that billings are done accurately and payment is settled upon departure of guests, in accordance with the Hotel’s policy.

· Supervises cashiering handing over and reports any anomaly to the Front office Manager.

· Monitor all short stay (stay less than 5 nights) guests experience by meeting them during stay and collect feedback with them.

· Responsible of the Cashier Lounge, to ensure the cleanliness of the place and to ease the process of the check out. 


	Knowledge and skills:
	· Strong communication skills.

· To adapt to various situation and fine quick solutions.


· Has a vast knowledge of Property Management System – OPERA.

· Built up strong relationship with different partners.


· Excellent negotiator and Customer service.

· Take lead in crisis situation.


· Excellent selling techniques















	
STRENGHT 
· Committed to guests satisfaction. 
· Excellent problem solver.
· Bring new ideas to ease process at work.
· Real Team Player, participate actively with the day to day work with the team.
· Turn issues into real opportunities.
· Good Knowledge of Opera System

	
WEAKNESS

· Need to understand all financial aspects of the Front Office.
· Computer skills - Excel and Power point.
· Delegation of work to subordinates.
· Housekeeping Operations


	
OPPORTUNITIES
· Possibility of career growth within the LUX* Group.
· Shadowing experienced Managers in the Rooms Division Department 
· Possibility to learn and to uplift academic qualifications within the Group.
· Become a certified trainer in the Front Office Department.
	
                             THREATS

· Due to the demanding nature of the Hotel industry, social life can be affected.
· Difficult to adapt in another Hotel Group after 14 years at LUX*( LUX* Culture)
· Difficult to adapt in another industry/Recycle in any other sector.





SWOT ANALYSIS









PERSONAL DEVELOPMENT PLAN

	Development Need Identified
	Development Objective/s
	Method
	By Whom
	By When
	Review

	
Preparation of budget

	To understand, forecast and master the Rooms Division monthly budget



	Shadowing the Rooms Division Manager during the budget review. 

Monitoring of
Manning
Overtime
Operational Purchase
and
Expenditure costs.

	Rooms Division Manager  &
Financial Controller

	Beginning of October.

For a period of
3 months

	Review each week the progress after the submission of the revenue report.

	Computer Skill
Microsoft Excel
Power Point
	To be able to create excel spread sheets for room forecasting, rooms revenue and upselling. 

To  do presentation in an effective manner
	External Training

	Vicky - Front Office Controller
	Beginning of
January
For a period of
2 months
	Review progress each 2 weeks

	Delegation Skills
	Empower and encourage Team Members in their daily operations. 

Coaching and feedback
	
Shadowing a more experience Manager who mastered delegation skills by assisting him for a period of    time and asking questions and observe the way he planned his work.
	Rooms Division Manager/ Front Office Manager/ Quality Assurance Manager
	Beginning of November
For a period of 2 months
	On going
Meeting with Rooms Division Manager every Monday to review progress


	To learn the process of cleaning & inspecting a room

	To understand the Housekeeping Standard of procedures for career growth
	Secondment
	Rooms Division Manger & Housekeeping Manager
	Beginning of March
For a period of 1 month
	Review at end of each month

	To develop meeting skills
	To contribute effectively in Festive &Events meetings
	Shadowing
	Front Office Manager
	Beginning of October
	Review at beginning of December








ORGANIZATIONAL STRUCTURE



Room Division Manager


Front Office Manager


Senior Telephone Operator


Guest Relation Supervisor


Reservation Officer


Assistant Front Office Manager


Front Office Supervisor


Celebration Planner


Head Concierge


Cashier


Tephone Operator


Concierge


Limousine Driver


Porter


Guest Relation Officer
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