Intern program preparation


	PLACE: Kamp Menina, reception 
	DATE: 

	NUMBER OF INTERNS: 

	LESSON: Training hospitality

	LESSON TYPE: Functions as a liaison for customers/guests.

	CONTENT: Receives customers/guests, provides information and advice, sells and/or rents products and/or services, identifies and addresses complaints, maintains internal and/or external contacts, acquires customers/guests and assignments.

	Instructor:  




	GOALS:
	What do we want to achieve? 

	
	· Effective customer/guest interaction: the intern should be able to confidently receive and welcome guests ensuring a smooth and positive experience.
· Knowledgeable information and advice: the intern should develop a strong understanding of the products and services offered. This will enable them to provide accurate information to guests.
· Sales and rental skills: the intern should learn how to actively sell products and services with the use of persuasive communication.
· Complaint resolution: the intern should be able to identify, address, and resolve complaints professionally and efficiently, ensuring guest satisfaction.
· Effective communication and networking: the intern should build and maintain professional relationships, internally and externally of the company. 
· Task management and initiative: the intern should be able to manage tasks independently and show initiative.

	TEACHING METHODS: Explanation, demonstration, training









	WORKFLOW:
	· Teaching them how we welcome guests/ make small talk.
· Making sure the check out is as smooth as possible, scoring a new Google review is a bonus!
· Practice and repeat
· Explain about Slovenia, tourists attractions and other things to see in the area. 
· Practicing promotion talks, selling things by engaging with the guests. 
· Teaching the intern how to engage with guests and when to stop.
· Practicing complaint situations with the intern, so they know how to react or respond.
· Explaining to the intern about all the tasks and for them to take initiative after some time. 
· Communication through different channels (email, phone calls, booking platforms, social media)
· Handling angry guests or dealing with problems
· Sharing tasks with the co workers and knowing well what everybody’s job is on the shift
· Teaching the trainee to be prepared to welcome a bigger group (for example a school group, team building etc.) and guide them around the camp
· Teaching the trainee about the area and nearby walks, to guide bigger groups on small excursions
· Teaching the trainee about offered activities inside the campsite and how to prepare for those activities.
· Practice & repeat.





	NOTES:

	EVALUATION: 
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