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Company Info 

Location: 101 Mountain View Rd Size of hotel/No. of Rooms: 200 

Parent Company:       Website Address: www.mountainviewgrand.com 

Minimum average number of hours per week participants can plan on training: 32      

 

Position Summary 

Start Date:  June 2019      Duration: 12 months 

Compensation: $10.00 Housing: Yes 

 

Internship/Training Program Details 

Intern/Trainee’s  

Responsibilities: 

Phase One: The participant will attend Resort Orientation presented by Professional 
Development. The participant will complete the necessary paperwork, receive a 
properties tour, complete Resort Expectations, Guest Relations, Complaint Resolution, 
PCI Compliance, Accident Prevention, and Responding to Violence in the workplace 
workshops. 
Phase Two: Front Desk: Intern will acquire and advance skills to succeed in the Front 
Desk Operations including learning and maintaining a working knowledge of the 
computer and telephone systems, processing check ins/outs, processing payments, 
maintaining and balancing a Front Desk back, Guest Relations, Complaint Resolution, 
appropriate interdepartmental communications. 
Phase Three: Reservations: Intern will master all skills needed to professionally fulfill all 
responsibilities as a Reservationist including upholding superior communication 
standards, up-selling, and daily reports. The objectives are to understand the importance 
of the role of Reservations' impacting guest engagement from the first point of contact; to 
master multiple software programs; the impact of organization and detail driven skills; 
and the necessity of interdepartmental cooperation and communication.  
Phase Four: Supervisory Skills: Intern will master skills necessary to professionally fulfill 
all responsibilities as Guest Relations Supervisor including upholding confidentiality and 
safety policies, employee training and redirection, and providing impactful resolution to 
guest situations. 
 

Key Objectives of  

Internship/Training 

Program: 

Phase One: The participant s goals are to be introduced to the resort s properties, 
policies, practices, managers and employees. 
Phase Two: The Interns first objectives are to focus on performance standards and 
technical competencies. The Intern will make advancements towards benchmarks with 
social behaviors, rooms knowledge (types, locations, views, costs), resort knowledge 
(restaurants, spa services, activities, special events), and community knowledge (the 
ability to provide recommendations and directions for area services, attractions to the 
guests). The Intern will master communication skills (verbal, written, telephone, and body 
language). The Intern will work towards position fluency, the ability to provide superior 
Guest Relations, Complaint Resolution, and maintain Front Desk independence. 
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Phase Three: Reservations will develop essential skills in Guest Communications via 
telephone (vs. face-toface); Complaint Resolution; How to determine possible challenges 
and take appropriate actions; Resort Awareness; Vocabulary and Comprehension. The 
Intern will advance towards position fluency, the ability to adapt to and overcome 
challenges, and maintain independence in Reservations Department. 
Phase Four:Supervisory Skills: Objectives of this phase are to master situational 
awareness skills, social perceptiveness skills, and active listening skills. Intern will learn 
to monitor and assess performance of others and use critical thinking and logic to identify 
strengths and weaknesses of solutions. 

 

Host Organization Requirements 

Academic/ 

Professional 

Experience: 

Currently pursuing a Hospitality degree graduated within a year. Hospitality experience or 
Customer Service experience, a plus.      

Skills/Language 

Proficiencies: 

Advanced English      

 


