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Executive Summary
This report is constructed about a mock interview test regarding a hotel receptionist job where my colleague played a role of interviewer and I played a role of interviewee. The report reflects the skills and knowledge needs for the job as a receptionist of a hotel. Along with that, this report can be also useful for a receptionist to develop the career in this field.
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Part A- Role play
[bookmark: _Toc68618388]Role play of me acting as an interviewer  
Five questions as an interviewer 

1. Tell me about yourself 
2. What’s your biggest weakness? 
3. Tell me about a time when you demonstrate good leadership 
4. Where you see yourself in five years? 
5. Why should be hire you?
Role play of me acting as interviewee 
[bookmark: _Toc68618389]Reason of applying for job
[bookmark: _Toc68618390]1.Reason for applying for the position including your skill, experience and attributes and how would you describe yourself 
I am positive, enthusiastic and loyal person and over the years I had worked hard to get to the position that I am in today in terms of my qualities and attributes. I have good communication skills which is mandatory for a receptionist. I know some other foreign languages which helps to communicate with foreign guest. I know how to greet people formally and give them a special feeling which connects their emotion with our hotel instantly. I have a problem solving attitude which makes me perfect for this job. I know how to work as an individual and as a member of a team. I am very professional with my work and I have a strong work ethic. I always take responsibility for planning and organizing my work and always represent the company that I work for in a positive manner. Along with these skills, my five years of experience in this industry allow me to deliver my service in an effective manner and contribute towards the success of the company. I think these are the things that make me perfect for this position.
[bookmark: _Toc68618391]2.Please specify what interest you about this role 
I am passionate about providing care to people. Since leaving university I’ve been interested in working in Hospitality. After reading the job description in detail I strongly believe I have the necessary skills, qualities and experience to put myself forward this job. As a hotel receptionist, skills like communication, work flexibility, team work, technical knowledge and work experience are very important. I have already mentioned skills like good communication with speaking power in other foreign languages, problem solving attitude which will help me to work as an individual and as a team member. I am a hard worker with smart technical knowledge. As per the views of Mitchell and Alfuraih (2018), educational qualification of a candidate is one of the key criteria to be met. To work as a receptionist in a hotel, the person needs to have educational knowledge of a hospitality industry because without this the person cannot run the reception and the reception is one the key departments in a hotel which create most of the revenue for the hotel. I have done my graduation in hotel management and tourism and not only , I also have five years of experience in this hospitality industry.
3.Why do you want to work here? 
I want to work in your company because of the great reputation that you have in the industry. After reading your company’s vision and mission , it is clear that many of my professional goals align with the company’s purpose. I feel this is a job where I consistently contribute to company’s goals, while also growing and developing as a person, something that is very important to me. 
4.How do you define success? 
My definition of success is achieving personal goals whatever they may be. If you have determination, passion, discipline, skills and motivation in what you do, this can be the ways to become the person who you aspire to be and to to have also success in what you do. 
5.Why are you leaving your current job? 
I want to leave my current job for the simple reason I now feel I am ready for a new challenge with an exciting and ambitious employer. My employer has been fantastic and I have learn a tremendous amount of things. We achieved great things together and has been highly supportive with me. Now I feel I have a lot more to offer and I am looking forward working hopefully for you. 
[bookmark: _Toc68618392]Part B- Report
[bookmark: _Toc68618393]Introduction 
Personal development and growth is a very important thing for an employee because it empowers employees to give better results and meet their goal throughout the year. With development opportunities in the workplace, a company can keep their employee motivated, confident and productive. There are lots of areas in personal development where an individual can improve as like working on their communication level, a problem solving attitude and also improving technical skills which can help to meet goals. In this assessment an employee’s career development planning is the main point of discussion. 
[bookmark: _Toc68618394]Skills and knowledge contributing towards working affectivity
Skills and knowledge plays a very important part for working effectiveness. As an individual worker, skills and knowledge needs to develop day by day in the workplace. To contribute towards working effectively as receptionist in the hotel industry the candidate needs to have good communication skills because without this he or she cannot communicate with guests easily. As per the statements of Knight et al. (2017), understanding situations is also a key skill for a receptionist, it helps the receptionist to understand and fix guest’s problems. A receptionist needs to have patience and ability to remain calm in stressful conditions. A hotel receptionist also needs to have administration skills along with some technical knowledge which can help to run the reception of the hotel. Technical skills like familiarity with Microsoft Word and Excel are also important for the individual. It can be very useful if a receptionist has the ability to understand people’s reactions, because with this skill a receptionist can respond appropriately to the situation. The customer handling ability is must for an individual, because without this ability the receptionist cannot fix guest’s problems and hotels can lose the trust of the guest. An individual needs to have a good knowledge about the local area. It can help the receptionist to answer the guest about nearby locations where guests can visit (Friberg and Midtbøen, 2018). In addition to that, they also need to have some other skills like greeting guests, ability to engage with other departments of hotel, leadership quality, maintaining securities and ability to answer other queries of visitors.
[bookmark: _Toc68618395]Readiness for employment 
Readiness for job or employment is important so that an individual can step into the position with less or no support. As stated by Shah et al(2017), it can ensure that an individual has the basic academic, personal and technical skills to maintain employment. Skills such as communication, reading and writing and other technical skills are essential for good job performance. Communication skills help employees to interact with coworkers and supervisors. Employers always value employees who can communicate effectively and act professionally. Every job requires interpersonal skills and good social skills. I have done my graduation in hotel management and tourism which is mandatory for this job and I have all the skills which is the basic recruitment for a hotel receptionist job. I personally believe I have all the skills and abilities to work as a receptionist. I am confident that I can do every work and responsibilities which are given by the company to me. As per the views of Simpson et al, (2019) it is very important for an employee to know how to work as an individual or as a team member for any organization. I know how to work as an individual or as a team member so I can coordinate with other departments also and because of my educational background i have a brief knowledge of every department of a hotel. These all skills and knowledge make me the perfect candidate for this job. 
[bookmark: _Toc68618396]Personal strength and areas for further development
[bookmark: _Toc68618397]Personal strength
I have good communication skills which can help me not only to communicate with my coworkers and managers; it also helps me to communicate with guests easily. My foreign languages which I know help me to communicate with foreign guest. Technical skills like Microsoft Word and Microsoft Excel help me to run hotel reception’s system properly and other technical knowledge like organization and planning helps me to run administration smoothly. As highlighted by Dweck (2017), Patience and calmness in the personality of an individual plays a vital role in every job . I have patience which helps me to work under pressure. This interpersonal skill also gives me the ability to handle customers in bad situations. I have good knowledge of this local area which is needed for a good receptionist, because it helps the individual to answer where guests can visit.
[bookmark: _Toc68618398]Areas for further development
Time management is very important for running a good business and this quality is also needed for a good hotel receptionist. Sometimes I cannot complete a few tasks on time which has resulted in its failure. So, I need to improve in this area by learning to make a schedule of daily routine. Written communication is also a very important skill of this job. I think in this area I also need to develop. In the views put forward by Pavolová et al, (2019), this is very true that technology has made communicating very easy and faster but we cannot rely on it for everything. Sometimes I miss a few points said by the other employees, and this mistake puts me in a harsh situation. I need little improvement in effective listening also. So, these are the two areas I am looking for development further for ensuring a successful career as a receptionist. 
[bookmark: _Toc68618399]Establishing employment goals
[bookmark: _Toc68618400]Employment goals
· To provide quality services to the customers of hotels
· To acquire relevant skills and knowledge regarding other areas relevant to my designation
· To promote as an front office manager in next 2 years
[bookmark: _Toc68618401]Reasons for setting these goals
The main purpose of setting goals for employees is to improve naturally day by day in their work. Workers can improve their skills, knowledge and other personal development by setting their goals. As per the views of Bucăţa and Rizescu (2017), it also helps them to focus on their work. As a hotel receptionist, it will be my first goal to provide quality service to the customers of my hotel because it not only helps to generate productivity of a hotel but also helps to make loyal customers for the hotel. By providing quality service to the customer, I can also develop my service skills which will further help me in my career. 
It is very important for a front office employee to have some short skills and knowledge about other departments in hotels such as housekeeping and food and beverage service (Fiaz et al., 2017). As a receptionist, this will be my second goal, because it can help me to give better service to the customer and also I can give extra work contribution to my hotel when it is needed. A front office manager needs to have a brief knowledge of a finance department also. All goals which, I have made will help me in my career growth and it can promote me as a front office manager in the next two years.
[bookmark: _Toc68618402]Personal development plan 

	Goals
	Actions to be taken
	Estimated time required

	To provide quality services to the customers of hotels
	I will treat every customer as VIP and I will measure my customer service performance every day.
	2-3 months

	To acquire relevant skills and knowledge regarding other areas relevant to my designation
	I will interact with all departments of the hotel and including marketing, sales and finance department.
	7-8 months

	To promote as an front office manager in next 2 years
	I will learn administration work and finance related work. 
	2-3 years



Table 1: Personal development plan 
(Source: Created by author)
The action which I need to take is to provide quality service to the guest by treating every guest as a VIP and taking measures of my customer service performance. I will interact with all departments of the hotel to get good knowledge about other areas relevant to my designation and this will also help me to run administration work.
[bookmark: _Toc68618403]Recruitment and selection
Description
To get a job as a receptionist in a hotel, an individual needs to have some skills like good communication, knowledge of work, technical skills and also some knowledge of other departments of the hotel. In order to get the best experience of an interview section of a receptionist, me and my friend conducted a mock interview test where my friend was playing a role as an interviewer and I was playing the role of interviewee and after we switched the roles. During the process I was feeling excited but at the same time I was a little confused. 
Feeling
I was feeling very excited before the mock interview. But, after it began I started to feel confused and nervous. And after the mock interview I felt really confident for a real interview for a hotel receptionist job. Now, I think this is best to conduct a mock interview test before going for the real one. As influenced by Ting et al. (2017), not only it can boost a candidate's confidence but also the individual will feel less stressed. This mock interview test helped me to improve my communication skill.
Evaluation
Good things about this mock interview are, it helped me to learn how to answer different questions and develop my interview strategies. But, because it was a mock interview and the interviewer was my friend  some time I was answering maybe in a very casual way. This is the negative thing which I  felt after the mock interview test. 
Analysis
I was answering some questions in a very casual way to the interviewer, because the interviewer is my friend. But if I could assume that I am sitting in front of a real interviewer then I might answer in a formal way and it will help me in real situations. As highlighted by Bearman. (2019) the interviewer may use a semi structured interview format during the mock interview. It will help the interviewee in a real situation while answering difficult questions asked by the interviewer. 
Conclusion
I learned so many things from this mock interview test such as answering different types of questions about the technicality of the recruitment process. I also learned how to be confident in front of the interviewer while facing tough questions.
Action plan
Next time if I need to conduct a mock interview again, I will be more confident in me and play the role of mock interviewer with more confidence. It will help me to answer every question in a formal way. I will make a professional set up for the mock interview which will help me to act formally. I will prepare some general interview questions for the mock interview test but I will not memorize them. 
[bookmark: _Toc68618404]Conclusion
Employees career development planning is a long term basis structure. It depends on individual skills, knowledge of work and personal goal set. The skills which a receptionist needs to develop a career in the hotel industry are communication, organization, basic computer knowledge, sales, time management and problem solving attitude and others. All the work knowledge related to this designation also plays an important role in the career development process in this field. Setting goals is necessary for a worker, because it will help the individual in a long term basis career growth plan. Day by day learning process and improvement in other areas where it is needed is very important for a career development plan for an individual.
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Appendice:


Private & Confidential
Application for Employment


To ensure that you are able to complete the application form in full, please refer to the short-listing criteria on the job description. 
	
Position Applied For 

	
Receptionist at Hilton Hotel  

	
How did you learn about this vacancy?
	
Online  Advertisement



	1. Personal Details

	Title
	Miss


	Surname
	Tepes-Ghibosu 


	Previous Name
	


	Forenames
	Nicoleta-Alina


	
Address

	
20 Finchley Road 




	Post Code 
	SE34NT


	Telephone number
	

	Mobile No
	07370989909

	E-mail address
	
Alialini86@yahoo.com

	National Insurance
Number
	
SX552376A


	




	1a. Additional Information
	
	
	

	
	
	
	
	

	Do you hold a full, clean driving license valid in the UK? 

	Yes 
	
	
	

	Do you have the right to work in the UK without restriction? 
(Proof of right to work in the UK ID will be required)
	Yes
	
	
	




	2. Employment History
The last 5 years employment should be detailed, including any gaps in employment. 
Please continue on a separate sheet if required.

	

	Current or Most Recent Employment
	
	

	Employers Name
	Amira College 

	
Address

	100 Mile End Road 

	Postcode
	E1 4UN

	Job Title
	Assistant Manager

	Dates of Employment
	From

	10/04/2016
	To 

	ongoing

	Reason for leaving
	Still at position
	Salary
	£20000per year

	
Brief outline of main responsibilities and key duties
	Making appointments and monitoring 
Writing letters and other documents 
Answering phone calls and writing e- mails
Rearranging files and documents






	2. Employment History
The last 5 years employment should be detailed, including any gaps in employment. 
Please continue on a separate sheet if required.

	

	Current or Most Recent Employment
	
	

	
Address

	100 Mile End Road

	Postcode
	E1 4UN

	Job Title
	Assistant Manager 

	Dates of Employment
	From

	10/04/2016
	To

	ongoing

	Reason for leaving
	Still at position
	Salary
	£20000 per year

	
Brief outline of main responsibilities and key achievements 
	Making appointments and monitoring 
Writing letters and other documents 
Answering phone calls and writing e-mails
Rearranging files and documents 





	Previous Employment
	

	Employers Name
	

	Job Title
	

	Dates of Employment
	From
	
	To
	

	Reason for leaving
	
	Salary
	

	
Brief outline of main responsibilities and key achievements 
	





	Previous Employment
	

	Employers Name
	

	Job Title
	

	Dates of Employment
	From
	
	To
	

	Reason for leaving
	
	Salary
	

	
Brief outline of main I responsibilities and key achievements 
	





Please continue on a separate sheet if required.
	3. Formal Qualifications and Training & Development
Continue on a separate piece of paper if required. You will be required to provide original qualification certificates  if successful.

	

	 Secondary Education Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	Foreign languages
	2005
	
	PASS
	



	 Further/Higher Education Qualifications 
	
	
	
	

	Name of Qualification 
	Date Gained 
	Level
	Grade
	Awarding Body

	
Economics of trade, tourism and services 



 










	2010
	
	PASS
	



	Professional Qualifications 
	
	
	
	

	

	Date Gained 

	Level
	Grade
	Awarding Body

	Hotel Receptionist and Opera PMS Hotel Software 
	03/2020


	
	PASS
	





	CPD / Training and Development
	

	Brief description / course title 
	Date Taken 


                                                                                                                
Skills for the workplace                                                                            April 2020 and Current                                                                                 


	4. Interests and hobbies
Please provide details of your hobbies / leisure activities / voluntary work

	My hobbies are traveling, spending time with my family and my lovely dogs, going to gym
















	5. Referencing
Referencing required for 2 full years (with a minimum of 2 references). At least 1 reference should be your current of most recent employer.  Please confirm any existing personal / family relationship with existing PRC employees

	

	References (Current or most recent employer)
	

	Name of Referee
	Motiur Rahman 

	Job Title
	Manager

	Employers Name
	Amira College 

	
Address

	100 Mile End 

	Postcode
	E1 4UN 

	Telephone Number
	0203 4321190
	Ext. Number
	

	E-Mail Address 
	

	Are you willing for this referee to be approached prior to interview?
	
Yes              No



	References 
	

	Name of Referee
	Pierre- Cedric Runacher

	Job Title
	Senior Trainer 

	Employers Name
	Reception Academy 

	
Address

	10 White’s Row 

	Postcode
	E1 7NF

	020 79537796
	
	Ext. Number
	

	E-Mail Address 
	cedric@receptionacademy.com 

	Are you willing for this referee to be approached prior to interview?
	yeseees

Yes           No





	6. Reason for applying

	

	Please detail below reasons for applying for the position including your skills, experience and attributes.

	
I am passionate about providing care to people. Since leaving university I’ve been interested in working in Hospitality, so I was really interested when I saw this vacancy. I believe I have the skills and experience to put myself forward for this job . I am a positive , enthusiastic and loyal person and over the years I had worked hard to get to the position I am in today in terms of my qualities and attributes . I work well under pressure , I can work equally as good on my own or as part of a team. I will take responsibility for planning and organizing my work and I will always represent your company in a positive manner. I am confident that this is a job whereby I can consistently contribute to the company‘s goals whilst also growing and developing as a person , something that is very important to me. 













	Please specify how you meet the criteria for this role.

	
















	7. Declaration

	
Please complete the following declaration and sign it in the appropriate place below. 
I certify that:
· All the information given to me on this form is correct to the best of my knowledge
· All questions relating to me have been accurately and fully answered
· I possess all the qualifications which I claim to hold
Signed:                                                                                                                 Date:06/04/2021

Print Name: Nicoleta Alina Tepes Ghibosu 
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