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What am I aiming to achieve from completing the professional Practice Qualification. (My Motivation)
To write my reflective essay the Richard Boyatzis, Theory of self directed learning (1946) has been used; which  form the following flow:
1.0  My real self (Who am I)
2.0 My ideal self (Who do I want to be)
2.1 My strengths (Where my ideal and real selves overlap)
2.2 My gaps (where my Ideal and Real selves differ)
3.0 My learning agenda (building on my strenghths and reducing my gaps)
4.0 Experimenting new behaviours and thoughts
5.0  Building network and trusting relationships
I feel priviledged to undergo the professional practice qualification which is a passport to my academic learning and overall development as a hotelier. The  Work Based Learning has given me the opportunity to conduct my 360 degree Leadership Survey,CV, Training Needs Analysis (TNA), Job Description and Personal Development  Plan which have helped me to identify my past learning achievements in terms of  strengths, opportunities and my training needs for the betterment of my leadership competencies  and  performance as a leader.
How have I arrived at this point in my own personal development
My journey as a Rooms Division manager reproduces on Boud et al (1985) who emphasises on “Turning Experience into Learning”. He focuses on the “use of intellectual and effective activities to explore experiences in order to lead a new understanding and appreciation”. 
 After my secondary education, my key learning interest was the Tourism and Hospitality Industry. Therefore I joined the Hotel School of Mauritius in the year 2002 where I followed the National Apprenticeship Scheme (a one year course) in the field of Housekeeping. During that time, Tourism and Hospitality was in high demand.  According to the World Travel and Tourism Council (2005), the government was concerned with the population growth and ensured a future quality job in the Tourism Industry. Over the past ten years, one in five of all jobs created across the world have been in the sector and, with the right regulatory conditions and government support; nearly 100 million new jobs could be created over the decade ahead.
As more jobs were going to be created in the Tourism Industry, there was the need for a well-trained, skillful labour force prepared for challenges.  Hence acquiring the right knowledge at the right time transformed me in a skilful hotelier in the housekeeping department.
I started my career as a public area cleaner, and ever since, I was determined to strive for a level up. My thirst for learning, and willingness to climb the professional ladder, persistence and perseverance fueled the passion I had for my job. I always had a flair for perfection which convinced my team leaders to bestow my trust upon them and gave me the opportunity for supervising a team. Joining Tamassa in 2007 as housekeeping supervisor, I seized every opportunity, seeing them as a challenge, which I had to overcome, each time performing better than the previous. In 2014, noticing my exceptional leadership skills, the management of Tamassa Resort promoted me to Head Housekeeper, giving me the purpose of Helping People Celebrate life by making each moment matter, for my guests and my team, shaping me into a promising leader.
Today my zeal and my energy met with conspicuous success, I am now The Rooms Division Manager of Tamassa Resort, yet another challenge where I aim to excel.  I am grateful for recognising my abilities and efforts and I am thankful to the management of Tamassa for their constant support and guidance.  
1.0 My Real self (who am I)
With commitment and persistence as a Rooms Division Manager; I actually overlook two key operations; the executive housekeeping and the front office. For housekeeping I manage the general operation of 214 rooms, public area (restaurant outlets, kids club, pathway, lobby, entertainment and fitness) and laundering. For Front Office, I manage the general operation of the Reception, Reservations, Concierge, Switchboard and Night Manager. 
 I am sociable and optimistic. I am able to use an emotional appeal to convince others of a certain direction. Having 16 years of experience in the hospitality industry, I am customer service oriented and I have developed a good approach to influencing others. I am good at anticipating guests’ needs, product upselling, offering a personalized service and handling their queries and complaints promptly. For example, over the last year the laundry revenue was MUR 1,055,573 and I made a budget of  MUR 1,183,842. Room upgrade upselling for the last three months revenue was MUR 665,000 and I targeted MUR 850,000.

 
Moreover, according to the 360 degree survey(2018) and  working for long at Tamassa; I have a good control of rooms division business strategy in terms of  customer satisfaction, ensuring rooms revenue, promoting sustainable tourism development as explained below.

 By creating a sense of well-being in our customers- a feeling that their needs and expectations are being met and valued; I successfully contributed to maintain  our trip advisor ranking to the 9th position  with objective of climbing to even more higher level by helping our guests celebrate life  and making each moment matter for them.  I also have the competency in assessing guest satisfaction surveys and developing improvement plans, bring consistency and increase in operational performance. For example, during the past five years, I have kept the housekeeping more than 92 % on Market Metrix Clarabridge survey. However one of my weaknesses is the lack of written communication skills especially when handling guests’ queries’ or complaints through emails.

I am an aggressive individual who wins with hard work, persistence, display high energy factor and result oriented (Dewey, 1993). As accommodation is the largest revenue center; with strong will power, my daily challenge is to ensure that the 214 rooms do not go perishable. One characteristic of hospitality service is that of Perishability. 
Perishability means that the services cannot be stored. An air flight that sells only 100 of the 300 seats will lose the revenue of the 200 empty seats if the plane takes off with those empty seats. That revenue is lost forever. (Kandampully, 2007). Therefore in collaboration with the marketing department, I ensure a daily and yearly occupancy of 85 % and above. 
 I am also ready to implement new initiatives in my department. Sustainable development is defined as a “development that meets the needs of the present without compromising the ability of future generations to meet their own needs." (Brundtland Report, 1994).
In order to promote sustainable development, environmental conservation new initiatives have been implemented such as SMART laundry, recycling of written off towels into cement pots. The SMART laundry is a concept that increases productivity by washing more linen within reduced lapse of time which  (i) reduces both outsourced and detergent laundry costs and at the same times (ii) helps to offer guests  fresh and smooth towels and clothing promptly within existing resources. 
 Furthermore, I have the competency of leading a high performance team of 100  subordinates. I ensure that a clear vision, goals, responsibilities, team spirit, respect, fairness  reign among all of them. However, I am comfortable, trust  and synergise better with those team members who are in my comfort team; those who perform well, are loyal and those who have worked longer under my leadership. For those team members who need more time to adapt, understand and perform moderately; I will act as an individualist; will adopt an “I” attitude (let me do it myself) rather than a “ WE” attitude or guiding, training and empowering the team member. (360 degree Leadership survey results, 2018)
2.0 My ideal Self (who do I want to be)
In the next two years, I want to excel in my new position of Rooms Division Manager. My goals are to bring Tamassa to a LUX* shining level by promoting guest experience, team member experience, innovation and creativity which form the DNA of Tamassa.  Under this position, I need to develop my skills on overbooking, conduct quality audit spot checks in both department in order to stay in compliance with standard operation procedures. However I also need to enhance my revenue and yield management skills and learn the rooms from a health, safety and security perspective such as Legionella control, Food safety -Hazard Analysis Critical Control Points (HACCP) and customer related accidents. Moreover I also need to be more creative and constantly innovate in order to stay ahead of competition such as Air BnB, Uber among others; and in order to improve the product and image. Airbnb has become the new hospitality accommodation reality as it operates an online market place and hospitality service which is accessible via websites and mobile apps where prospective hospitality users can use this service to arrange for lodging.

One leadership quality that I have acquired is that I embrace vision not always seen by others. I may be so self-confident that others may see me as arrogant. This confidence may be something that others wish they had. I always want to be seen as a winner and have inherent dislike for losing or failing as I work hard and long to be successful. However one of factor that lead to a gap in my interpersonal skills is my high ego strength of the “I Know It All” attitude (TTI Success Insight Survey,2018).This sometimes prevent me from building a positive relationship. To be a great leader; I need to distinguish between ego and pride. Ego is self-intoxicating. It is unhealthy pride that results in arrogance. I need to focus more on healthy pride which is a feeling of the pleasure of accomplishment with humility (Mullins, 2006)

2.1 My strengths (Where my ideal and real self overlap)
Being Extrovert, Customer Service Oriented and Aggressive & Result oriented 
Being outgoing, anticipating guests’ needs,responding to guests’ querries and complaints promptly; getting along very well with my team and knowing how to drive them are my strenghts where my ideal and real selves overlap.
2.2 My gaps (Where my Ideal and Real self differ)
Being an individualist with high ego strength, Ineffective writing skills, lack of  financial understanding and analysis and lack of  creativity skills and innovation
However,  lack of interpersonal skills of  being sometimes a one man show with high ego strength and lack of trust,ineffective writing skills,lack of expertise in terms of understanding in financial planning,budgeting  and cost management acounting, lack of creativity skills and innovation and are my weaknesses where my ideal self and real self differ.
Where am I coming from in terms of my own personal type and preferences (My own personal type, style and preferences)
3.0 My learning agenda (building on my strenghths and reducing my gaps)
Learning takes place when there is a change in actions. The change must be relatively permanent. A person has learned whenever there has been changes in behaviour. Similarly no change in behaviour indicates that no learning has taken  place (Mullins, 2006). Learning style  is defined as “the most preferred way  in which individuals interract using the three domains of learning of learning identified in the taxonomy of education objectives: cognitive (knowledge), psychomotor (skills) and affective (attitude). In other words, your preferred learning style is simply how you learn best” (UWSTD, Learning styles, 2018).According to VARK Learning style Questionnaire (Fleming, 1992), I have obtained the following results:
	Learning study strategy
	Scores

	Visual 
	6

	Aural 
	8

	Read/ Write 
	9

	Kinaesthetic
	9





3.1 How I Build on My strenghths through Vark learning style
The nature of my job is more of  kinaesthetic learning style. For example, My housekeeping expertise has been developed with the use of  all my senses which are the sight, touch, taste,smell and hearing. For example  while checking a room; I need to touch to check  status of cleanliness. I need to smell to check for good fragrance in room or if there is any strange smell coming from the AC unit or drain system.  I need to hear to check for any disturbing noise in the room coming from AC unit or furniture and other room amenities. This is one of the reason why my kinaesthetic result is high. Trial and errors are also used a key learning strategy when creative touch is added to rooms such as special turn down,Lovers’ bath  and towel art; for example, a beautiful swan décor done with towel.
I also learn best with trial and error  especially when I launch new  promotional stategies and upselling  flyers  such as laundry package, lover’s package, honeymooner’s bathrobe in order to  make revenues and meet my budget.  While implementing the SMART laundry; trial and error has been used to optimise both outsourced and detergent laundry costs.  For example, this has been done through various experiment and  trial of existing resources have been used which are : Existing washing machines, same amount  heat, light and power (HLP),  a decrease in quantity of detergent (Reduction from 8 gallon of P3 stabiliser to 2 gallon of P3).
I have also found  through my Vark  results that I can also  learn best through reading and writing. My educational qualification in Housekeeping was a combination of 6 months of reading and writing with written examination and  6 months of kinaesthetic learning from a practical perspective (cleaning a room, making the bed) back up with practical exams. 
I remember what I read rather that what I hear;I like to take notes,  and study by looking over  concepts and ideas. Therefore I need to find time to study “English for Hospitality and  improve my writing skills while writing emails or guests’ incident report. I also learn  and work best when I share, coach and discuss the rooms division system thinking. For example, by sharing trip advisor positive and constructive real life feedback from our guests.
Moreover, I am also  a good visual learner.When I seek new ideas; I prefer to use  diagrams with colours, pictorials and design to capture more easily. My preference for visual aid for instance as a visual learner would still require listening when benefitting from a lecture using PowerPoint presentation being presented by a lecturer. Henceforth I find myself a multimodal learner who is need of multiple preferences to learn (UWSTD VARK learning style, 2018).
	What development do I need for my current role (Current skills gap) 

I need more understanding in finance in terms of   financial planning, departmental budgeting and seeking ways of optimizing costs; minimizing costs. I need to research more and find new ways in room supplement upselling, Pay Roll (better planning), Room Rate (achieving room rate) and Profit & loss.

Since I am also supervising  Ile des Deux Cocos  which is 40 km from Tamassa Resort; I need to supervise the villa cleanliness, linen supply , tailoring tasks and lead other projects with the  housekeeping team on the island whereby I have no authority.

Where do I want to go & what development do I need to get there? (My future development)


3.2 How I  reduce  My  gaps through Vark learning style
Based on my learning and development needs, SMART goals have been used to produce my development plan.
Written communication skills will be improved through reading and writing with lectures, tutorials, written assignment  and handling guests’ complaints  case study practice.
Finance  management skills will be acquired through  a combination of kinaestetic learning style and reading and writing by having a cross exposure in the finance department by coaching method.  Through reading and writing I need understanding the finance ,cost and calculation, learn profit and loss and budgeting. For, example  I need to find new ways to improve my budgets and achieve my targets.
Interpersonal skills will best learn through reading and writing through  building an impressive personality and positive thinking; making the difference among selfishness, ego and pride with humilty by  lecture method and kinaesthetic role play exercise with peers and subordinates.
Creativity skills  and being innovative in rooms division will be learnt through reading and writing,being curious, doing more research and updating my hospitality knowledge. I will also learn by kinaesthetic method by getting out of my comfort zone;that is, through field trips to other top performing brands such as Constance group of hotels where emphasis is on system thinking and innovation.
Health and safety  knowledge and know- how will be studied by coaching method and reading and writing as I need to understand the health and safety act principles, theory and concept behing food safety, legionella control. I will aslo learn by kinaesthetic  and visual  learning style through audit spot checks or conducting a risk assessment in order to identify and report hazards and how to go about the crtical control points.
The above development of my leadership competences and skills are ongoing by coaching through the month of September 2018 up to next year.
	

	How I intend to get there?
 
4.0 Experiencing new behaviors and thoughts/Building network & Relationships
The ability to develop people through delegation and empowerment will help me to reduce the workload and share responsibilities as per each team member capabilities and skills. An understanding of finance and budget will also be beneficial to be able to fill the room at the right time and ensure an average occupancy of 85 % yearly.

As I have 3 main departments under the umbrella of rooms division I need to ensure more than 92% customer satisfaction in all 3 areas in terms of prompt and warm welcome, room cleanliness and comfort and linen wash and supply.

Being in the Industry every day, I am aware of the emerging needs of the consumer, the actual market segment travelling and how to serve them. The new hospitality reality is to be prepared to welcome the new types of travelers, the new market segments, So the real challenge is how to develop my competences to welcome and serve them. 

Moreover one of the challenges of the hospitality Industry is the lack of skilled labour. 30 % of new recruits are young, with basic secondary education (SC qualification or less), with minimal hospitality education and work experience and who have not given a thought about their future yet. Training, which is the application of know-how, is important.  For example, how to clean a room, how to make the bed professionally. However, emphasis on Hospitality Education which explains the why of things is more important. For example, why a dusty room is not accepted.
Furthermore customer satisfaction customer satisfaction surveys, trip advisor reviews and ratings, emerging Hospitality Laws, FTO guidelines (which bring about change and improvement in all areas affecting overseas holidays, from the UK departure point, through the journey, to the accommodation and standards of safety, health and hygiene overseas) Hotel Rating Classification audit by MTPA, Environment conservation and sustainability audits are recurrent in the industry and require our work force to be knowledgeable in their  hospitality endeavor. Therefore a combination of technical skills and hospitality education is the new wit-kit that I need to develop which will twill transform students into young skillful hospitality professionals of tomorrow.  


Being promoted from Housekeeping supervisor to Executive housekeeper and   now to Rooms Division Manager, my vision for the next five years is to be a Resident Manager or a General Manager. I believe in learning and hard work with passion; I want to grow my team and I want to be recognized as a great leader in the Tourism Industry in Mauritius.  
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Appendix 1:
Curriculum Vitae

Nishad Potyram 
							
	
ADDRESS			                           : Mosque Road, Chemin Grenier  	
MOBILE				     : +230 52577362 
E-MAIL ADDRESS		                           : Nishad.potyram@tamassaresort.com

PROFILE
Accomplishing 16 years of knowledge in my Career in the Housekeeping field having the flair for perfection, thirst for learning & determination to strive for a level up has always fuelled the passion for the Housekeeping field. Currently working as Rooms Division Manager overlooking two key operations: the Housekeeping & Front Office Department; responsible of growing 100 team members.
Bringing Tamassa to LUX* shining level by promoting guest experience, team members experience, innovation and creativity which forms the DNA of Tamassa.
		

WORKING EXPERIENCE:
· April 2018 to Present: Rooms Division Manager at Tamassa Resort 

Responsible for the front office and Housekeeping department including the front desk, switchboard, reservation and concierge in regards to guests’ comfort and Helping them celebrate life.

Warm welcome & efficient Check –in -Successfully maintained a timely, efficient & professional welcoming and check-in of guests’ under a yearly occupancy of 85%.

Training and Development- In collaboration with the training department, carefully conduct a training need analysis of team members’ learning and provide constant support and guidance to coach team members through various training delivery methods such as on the job training, theory, role play. Various training topics are conducted such as welcoming procedures, telephone etiquettes among others.

 Monitoring customer satisfaction service -Successfully maintaining consistency of service by analyzing the guest satisfaction report  such as Review Pro and analysis  of social media platform used by guests’  such as Trip Advisor, Google, Facebook, Holiday Check, Booking.com.

Achievement of Budget with 30% marginal profit- Prepare the departmental budget and put measures in place to achieve or exceed the budgeted profit


Jul 2016 to Apr 2018: Executive Housekeeper at Tamassa Resort 

Achieving the managerial position of an Executive Housekeeper, adept in team leadership, staff development and budgeting. Moreover, while my on-the-job experience has given me a well-rounded skill set, including first-rate strategic planning and time management abilities, also excel at:
· Oversee housekeeping operation of 214 rooms cleaning daily – The 214 rooms are split by 18 team members who are responsible for cleaning 12 rooms each.
· Oversee laundry operation- Under occupancy 85% daily, 1.5 tons of guests’ towels, bedsheets, table cloth, spa linen, uniforms of team members’ are washed in house daily.
· Evaluation guest satisfaction levels and monitor trends with a focus on continuous improvement 
· Operate within departmental budgets through effective stock and cost controls and well managed schedules.  Inventory of guests’ amenities such as soap, body shampoo, body lotion are done monthly. Linen par stock is also controlled by monthly inventory.
· Set departmental target and objective, work schedules, budgets ,and policies and procedure
·  Creation of a Tailoring department- All uniforms of team members & linen of food beverage department are stitched in-house.

Achievement
Smart Laundry project – The housekeeping department is the heart of the accommodation umbrella and in delivering timely and excellent laundering service in order to meet this monthly occupancy demand. SMART laundry, focuses on realising more laundering during operational hours in a smarter and efficient way. The components of Tamassa laundry are manpower, chemicals, time, machine, water and electricity. The smart laundry project  has successfully helped in achieving the following results-reducing our laundry cost by Rs 20,000 per month, decreasing  outsourced laundry, saving time, reducing chemicals by Rs 72,000 per year and  increasing guest and team member satisfaction
Promoting Sustainable development and Corporate Social Responsibility-Successfully launched the tailoring project for the development of the community. Inhabitants of Bel-Ombre have successfully enrolled in tailoring training programme at Tamassa Resort. After completion, a sewing machine will be offered to them to start a small tailoring business where they can support their family.


· Jan 2014 To Jul 2016	: Head Housekeeper at Tamassa Resort

Reaching the position of a skilled Head housekeeper with great supervisory and organisational skills- Responsible for smooth running of the housekeeping department 

· Controlling supply costs ,as well as laundry ,maintenance and wages- all guest Amenities control daily as per daily occupancy of guest in-house , also laundry chemical use properly by team members to avoid wastage.
· Scheduling staff Rosters- Rostering is done based on the operational needs and guidelines of updated Labour Act Policy set the HR department.
· Ensuring lost property is kept safely and returned to its owner – storage of loss property is keeping in the housekeeping department with detail record item, color, labelling for 3 month minimum and supervises by housekeeping and security supervisor.
· Guide and instruct the housekeeping team in their role and required duties / allocation - daily assign task cleaning of the day with all guest request and guest preferences.
· Ensure cleaning of all areas like restaurant, Bar, Spa, Reception, Gym, Mini club and Pathway of the hotel are to the highest standard of cleanliness.

ACHIIEVEMENT 
· Increase our guest satisfaction from 88% to 94 % 
· Increase our laundry budget by 50% ( especial laundry offer )
· Yearly cost optimizing 700,000 without any guest complaint

· Oct 2007  To Jan 2014	: Room Supervisor at Tamassa Resort 
· Year 2006 to Year 2007   : Housekeeping Supervisor at Indian Resort

Joining Tamassa Resort was a dream comes true as I started during the phase of its opening and I indeed got the outstanding opportunity to see the operation-wise challenges of a pre-opening resort. Among the core tasks, I was assigned to the inspection of guest rooms and public areas after having been cleaned by a housekeeper to ensure quality standards. It was my responsibility to follow all company and safety and security policies and procedures while reporting any maintenance problems, safety hazards, accidents to senior managers. This part of my professional path has indeed helped me to achieve the challenges of the smooth running of the housekeeping department.
	
· To organize planning of daily room maid cleaning – prepared their daily task sheet with all information input about guest name , room number , what time guest want their room to clean , status of the room including of team members name along with date which is very important .
· To handover and takeover room key for room maid – all room attendant need to sign the in and out of all room key taken for proper control and need to keep the key very safely till end of the day 
· To ensure proper handover of guest amenities to all our room maid such as shampoo, gel etc.
· To ensure proper linen stock handover to room maid such as bedsheet, bath towel, hand towel , bath mate etc.
· Arrival room to check before guest check-in by housekeeping supervisor to ensure final cleanliness is as per standard and free from dust and equip by all requested item that should supposed to provide guest as per hotel procedure and inform back to reception team that room is ready to check-in the guest.

· Year 2002 to Year 2006	: Public Area Attendant and Room Attendant at Indian Resort

My career path started from scratch and it was with the post of a Public Area Attendant and gradually my performance and hard work was being noticed and was shifted to Room Attendant. 

· Cleaning of all public area - everyday our supervisor handover our daily task of cleaning such as restaurant, bar, toilette public area and after cleaning supervisor come to double check.
· Daily cleaning of 10 guest room – Ensure we clean the room , we change guest towel , replace guest amenities  
· Well maintain pantry and Chemical storage – after complete our daily task we have to make sure our pantry which means the place where we keep all our linen , trolley , equipment , guest amenities and chemical use for room cleaning is well maintain and clean 
· Ensuring  guest have enough towel and amenities – standard and procedure need to be respected by replacing the quantity of towel and shampoo , gel and other amenities place enough for daily use of guest to avoid guest complain .


EDUCATION AND QUALIFICATION;

· Year 2006: Advanced Housekeeping Management Techniques
· Year 2003: National Apprenticeship Scheme 3 Housekeeping 
· Keats College ( secondary educational level )
· Nov 2001- Cambridge General Certificate of Education< Ordinary Level >
· Results: Pass

Skill 

· Year 2015: Training Course on First Aid at Tamassa Resort
· Year 2015: Basic Fire Fighting Course at Tamassa Resort
· Year 2014: Chinese Tourist Welcome Quality Host at Tamassa Resort
· Year 2014: Training Programmed on Laundry Chemical at Tamassa Resort
· Year 2009: Internet and Computing Core Certification Programmed
· Year 2006: HR for Non-HR Personal at Hotel and Tourism Training Centre
· Year 2006: Service Quality Management in Hotels at Hotel and Tourism Training Centre
· Year 2006: How to Handle Guest complaints at Hotel and Tourism Training 
· Year 2006: Purchasing and Stores Management at Hotel and Tourism Training Centre
· Year 2005: Know Mauritius at Hotel and Tourism Training Centre 
· Year 2004: Training on Product Use, Hygiene and Hazard at Indian Resorts
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Rooms Division Manager

JOB OVERVIEW



	JOB FAMILY
	ADMINISTRATION
	
	
	

	JOB SECTION
	ADMINISTRATION
	
	
	

	Job Title
	Rooms Division Manager
	
	
	

	Job Grade

	
	
	
	

	Main Purpose of Job
	To plan, implement, organise and coordinate the smooth and efficient operation of the Front Office and Housekeeping Department on a daily basis; as well as liaising with the Executive Housekeeper to ascertain readiness of rooms for accommodation, and with all Departments to ensure high standard of service to Guests.
	
	
	


	
Key Relationship
	

Resident Manager – Immediate Supervisor 

Central Reservation Office and 
Front Office Department – Liaison for reservations

Accounting Department – Inventory

Human Resources Department – Personnel Management
	
	
	





Vision 
Working together as a team sharing a common goal of a successful, profitable and innovative company, demonstrating integrity, fairness and honesty which are the core values that I live by in my daily interaction with all my external and internal customers while make hospitality a priority and inspiring people around me.


Purpose & Role 
As room Division Manager, I had the total control of the operational department such as the Front Office / Guest Service and Housekeeping .Being responsible for maximizing revenue and profits of the room division through the efficient such as challenging the budget to Target set by company. 

ORGANIGRAM
Managing Director




General Manager



Resident Manager




Rooms Division Manager


Incumbents



MAIN ACTIVITIES

GENERIC ACTIVITIES
Customer Service
•	Actively participates in and oversees the provision of excellent service to guests.
•	Converses with guests, whenever possible, to obtain feedback and suggestions for improvement.
•	Welcomes important guests or groups and accompanies them to their rooms.
•	Consults the Resident Manager in the event of overbooking, and negotiates with other Hotels for alternative accommodation to ensure maximum satisfaction of our guests.

SOP Compliance and Quality Assurance
•	Conducts frequent quality spot-checks within the Front Office and Housekeeping Departments with regards to administrative procedures, hygiene and par stocks, courtesy and service quality, so as to ascertain compliance with Hotel standards.
•	Conducts frequent spot-checks within the Front Office and Housekeeping Departments, to ensure that high quality standards are maintained, with regards to courtesy and service quality.
•	Efficiently implements all SOP(s) and ascertains their professional execution.
•	Inspects rooms on a daily basis.

Promotion & Direct Up-selling
•	Provides facilities to Educational Tours by supplying information on Hotel features on request.
•	Determines and communicates the necessity of creating events to promote sales.
•	Participates in the negotiations between the Resident Manager and Tour Operators.

Team Management
•	Conducts interviews and orientation, and advises the General Manager on the selection, induction and recruitment of employees, working closely with the Human Resources Department.
•	Conducts regular/monthly meetings with Senior Management to share information and resolve work issues.
•	Provides regular feedback to staffs on their performance; conducts the performance evaluation of subordinates and completes performance appraisal reports in accordance with Human Resources Policy and Guidelines.
•	Acts as Duty Manager whenever judged necessary by Superiors.
•	Organises and facilitates on-the-job training and coaching sessions for trainees and staffs in order to develop their knowledge and competencies.
•	Prepares the duty roster of the Front Office and Housekeeping Departments and ensures adequate staff coverage before approving the roster.

SPECIFIC ADMINISTRATION ACTIVITIES
•	Administrative Support
•	Assists in any administrative work as requested by the Resident Manager.
•	Prepares monthly and year-end reports for submission to the Resident Manager.

Front Office Operations
•	Supervises the activities of Front Office staff and ensures that effective assistance is given to guests during check-in and check-out.
•	Checks guest arrival lists, prepared by the Front Office.
•	Ensures that maximum security is given to items left at the Front Office by guests.
•	Raises Event order.

Internal/External Communication
•	Liaises with the Central Reservation Office concerning reservation issues.
•	Liaises with the Front Office Manager or Assistant Front Office Manager to ensure all correct payments by guests.
•	Represents the Hotel in meetings/seminars or any other events linked to Room Division issues, when required.

Stock Management
•	Determines the minimum and maximum Room Division par stock.

.      Tailoring department (All uniform of team members and linen of food & beverage department stich in-house)
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Personal Learning & Development Plan

	Name : Nishad Potyram 

	Course Title : Leadership In Hospitality 

	Learning Provider : University Of Wales Trinity Saint David 

	Level :

	Start Date :

	End Date  :



	Why am I doing this course 
	To increase my understanding to the 5 point of my personal development plan.

	What is the direct benefit to me /my employer
	This course will definitely help me to improve my leadership skill and of course my team members will benefit same education from me.

	What other qualifications have I done ( if any ) that are relevant to this course 
	Nothing relevant to this course.



	Development area 
	Action point 
	Start date 
	End Date 
	Comments/progress

	TO DEVELOP FINANCIAL SKILL 
	· Room supplement upselling 
· Pay Roll ( better planning )
· Room Rate ( achieving room rate )
· Profit & loss 
	01.09.2018
	End of February 2019
	Coaching & one to one training in the finance department and Financial controller 

	RETURN COMINICATION SKILL , WHEN DEALING WITH GUEST 
	· Answer guest enquiries and how to source information by email.

	01.09.2018
	End of December 2018
	Coaching & role play 
Quality assurance & training manager 

	HOTEL MARKET AND CUSTOMER PROFILES
	· Requirement of different group of customer and potential market 
	01.09.2018
	End of June 2019
	Coaching & mentoring on study of buying behavior of market segment and consumer pattern ( German / Chinese )

	BASIC HEALTH SAFETY AND SECURITY 
	· Identify the need for security
· Identify safety and security measure such as food safety , legionella , customer related incident 
	01.09.2018
	End of December 2019
	Coaching  & mentoring security team and 
Security manager 

	TIME MANAGEMENT 
	· For innovation & creativity 
· Improving impressive personality  
	01.08.2018
	End of November 2018
	Coaching sister hotel 
By Room Division Manager.
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Training Need Analysis

+ Dealing and handiing guests’ complain or Guest + Developing financial skills like profit &
request to Ensure guest is happy and enjoying loss, overtime, achieving room rate

« Online curiosity research for innovation and + Increasing knowledge on hotel market
creativity which help in our hotel and operation for and customer profiles
better guest satisfaction .

Prompt execution for innovative
+ Assessing guest satisfaction and developing development ideas as if we do not

improvement plans innovate, our business will simply die.
= Responding quicklyto guest request + Enhance written communication skills

and handling guest queries through email

‘What do i need
to work on?
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Demotivation and lack of encouragement for
execution which could lead to lack of determination
and self-confidence

Develop colleagues, team leaders
and managers by delegating tasks
and then empower and coach them
and ensure they achieve the desired
result

Consistency in operational
performance

Funding and support for coaching
and trainings





