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1. Introduction 

BLUE & GREEN  

Innovative and inspired by nature and the senses, Blue & Green offers unique 

locations and superior service with attention to detail. This is the spirit and 

essence of Blue & Green. Concept of excellence, exclusivity and creativity. A world 

for those who value good taste and sophistication, and who seek new emotions 

and experiences. They appreciate and expect personal and discreet service in a 

sophisticated setting, but at the same time intimate, original, and engaging. 

People, moments, experiences. A brand where wishes come true, in harmony 

with  imagination, in harmony with nature and tradition. 

 

Hotel Chain of the Blue & Green Group  

The Blue & Green Group has four hotel brands : -  

1. Vilalara Thalassa Resort 
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Vilalara Thalassa Resort is a five star resort and is located in porches, Algarve. 

 

2. Tróia Design Hotel  

The Tróia Design Hotel is a five star hotel and is located in Tróia, Grândola. 

3. Praia D’El Rey Marriott Golf and Beach Resort 

Marriot Praia D’El Rey is a five star resort and is located in Óbidos. 

4. Quinta das Lágrimas  

Quinta das Lágrimas is a five star hotel and is located in Coimbra. 
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Vilalara Thalassa Resort 

 

a) History and growth 

 

VILALARA has evolved and remained true to its origins, gradually becoming the hotel it is today. 

In 1990, Portugal's first thalassotherapy center was built in VILALARA. The concept of this 

center for seawater-based treatments and therapies was inspired by Jambove from Biarritz (he 

is one of the world's greatest celebrities in thalassotherapy), architect Lamilola Ranjo from 

Vilalara, interiors from Geneva by his designer Samuel Payer. It is due an area of 2,600 m2, the 

Thalassotherapy Center is constantly updated and  renovated, offering the latest and most 

advanced equipment available on the market. In September 2007,  Amorim his Turismo Group 

acquired the entire resort and now he is called VILALARA THALASSA RESORT. This is his second 

hotel in the holding company developed by Blue & Green Hotels. June 20, 2009 After an eight-

month renovation, Blue & Green Vilalara Thalassa Resort, the first of his five-star resorts in the 

Algarve, is now able to adapt to the needs of the market  and meet the expectations of its 

customers. Re-opened with a new look . On a cliff overlooking the sea, you dream of discovery 

and freedom. At the Thalassotherapy Center, therapists use the properties of seawater to 

support wellness. Your body is completely permeated with natural elements. Surrounded by 

water and nature, Sofitel Thalassa Vilalara invites you to discover your body and awaken your 

senses with its dreamy atmosphere, cozy facilities and attentive service. 
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b) A brief description 

 

The 5-star Vilalara Thalassa Resort is a privileged place in a unique landscape with access to a 

golden sandy beach that puts your health first. Everything at Vilalara is designed to blend in with 

the surrounding hills and cliffs and offer complete comfort. It is set among 11 acres of lush, 

perfectly manicured seaside gardens and  five spectacular swimming pools, there is also a 

wellness center housing one of the world’s top five thalassotherapy centers and  a longevity 

medical spa. The 12-acre property behind a secure gate is one of the reasons  privacy seekers 

come here. Enjoy sea views, stunning gardens (down to the beach) and a central location just 30 

minutes from Faro Airport. Nearby is Porches Pottery, a family-run pottery shop considered one 

of the best in the area. 

The low-rise, sand-colored building, with its Gaudi-inspired design, blends well with palm trees, 

green lawns and  pools. Public areas make the most of ocean views with restaurants overlooking 

the Atlantic Ocean. Other interiors are subdued as bright blue waters, green lawns, and expansive 

bougainvillea  dominate. The garden is a real delight, as are the ducks that adorn the ponds. 

Positioned as a spa retreat, Vilalara boasts one of the finest thalassotherapy centers in the world. 

Full of anti-aging, detox, slimming, and wellness programs, most of which last his six days. Marine 

slimming treatments target cellulite, and fitness classes include yoga and pilates. Longevity 

Medical Spa offers anti-aging checks that reveal key indicators of disease, diagnosis, prevention 
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and correction of lifestyle imbalances. The resort has 5 swimming pools out of which 3 with 

seawater wherein one is heated and 2 are freshwater pools  and 4 tennis courts. 

 

Awards and Accomplishments : 

 

Vilalara Thalassa Resort was awarded the Biosphere Certification , the first certification to 

respond to 17 Sustainable Development Goals (SDGs) of the United Nations. Their aim is to 

promote sustainable tourism and create an environmental, economic and socio-cultural balance. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Internship Report | Vidhi Pandya  

13 

Praia D’El Rey Marriott Golf and Beach Resort 

 

i. History and growth 

 

Praia D’El Rey is located in the Vale de Janelas (Valley of Windows), also known locally as  Sítio 

dos Belgas (Small Belgian Farms). The resort takes its name from Serra del Rey (Königsberg 

Mountains), where the castle where Peter I of Portugal met his lover Doñaínes. This history is 

reflected in the resort's street names. The main street is called Avenida D. Pedro and the 

adjacent street is called Avenida Dona Inês de Castro.  

he site was purchased in the late 1960s by a group of Dutch investors who formed the Vertico 

Group  to develop commercial residential and tourism projects in the United Kingdom, Portugal 

and Brazil, and first functioned in Praia del Rey in the late 1990s. Construction has begun, 

including  and facilities within the facility. After some time, however, Beltico's majority stake 

was sold by the original investors to a new consortium mainly owned by the UK. Vertico has 

completed residential and commercial development projects in the UK, operates a specialist 

housing development company called Qube, is building three of his resorts similar to Praia del 

Rey in Brazil, and is building Portugal's largest golf course. Owns a company and has interests in 

construction and petroleum and petroleum industry. Gas production and residential real estate 

in the UK, Portugal, etc. 
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ii. A brief description 

 

The exclusive Praia del Rey Golf & Beach Resort has miles of golden beaches, world-class golf 

courses and long, sunny days. 

Located on the pristine coastline of Portugal’s Silver Coast, the resort offers a range of spectacular 

villas, holiday residences and, of course, luxury accommodations at five-star Marriott hotels. A 

championship golf course is the heart of the resort and maintains its reputation as one of 

Europe’s top courses. Just 50 minutes from cosmopolitan Lisbon, Praia del Rey is a world-class 

resort under the Portuguese sun. The Kalyan SPA provides a full ritual from head to toe. 

Combining facial treatments tailored to your skin type  with the powerful effects of a full-body 

deep  massage with essential oils for the perfect synergy and balance of mind and body. State of 

the art fitness facilities with cardio equipment and personal trainer. 

The hotel also has a championship golf course, the Praia del Rey Golf and Beach Resort has a 

driving range, a UEFA soccer field, and seven tennis courts. Visitors and residents can also enjoy 

mountain biking, horseback riding, and surfing in the area. The resort’s beach is open to the 

public, and there are several surf spots directly across from the Beachfront Apartments complex. 

In addition to the resort’s hotel and golf facilities, there are approximately 800 facilities on site, 

all of which are privately owned. These were built in the last decade as the resort expanded and 
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continued construction in at least three areas. Existing properties can be purchased as resale, 

unplanned or new construction and include villas, townhouses and apartment 

 

 

 

Awards and Accomplishments : 

 

2017 Trip Advisor Green Partner Logo     

 

2021 Trip Advisor Travelers Choice Hotel 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Internship Report | Vidhi Pandya  

16 

B. FRONT OFFICE  

TABLE OF CONTENT 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Sr. No. Content Page No. 

1 Front Office 

• Introduction 

• Goals 

• Area of hotel 

• No. and types of rooms 

• Rack rates 

 

16 

16 

17 

17 

18 

2 Front office organization and hierarchy of staff 31 

3 Duties and responsibilities of front office staff 32 

4 Layout of front office 39 

5 Operational functions with Interdepartmental relationships 40 



 

Internship Report | Vidhi Pandya  

17 

iii. Introduction 

Vilalara Thalassa Resort 

 

Vilalara – one of the original holiday resorts on the Algarve coast – is surrounded by beautifully 

manicured lush gardens, bougainvillea abound and lemon trees drooping heavily with fruit. Our 

partnership with the renowned Longevity Medical Spa complements our already 

comprehensive thalassotherapy treatments.  

 

iv. Goals :  

• Blue and Green Hotels aims to apply the principles of Trust, Honesty, Respect, Honesty 

and Commitment. These principles are communicated to each employee upon joining 

the hotel.  

• The primary purpose of the employees to be “ladies and gentlemen serving ladies and 

gentlemen”. This means that an employee must treat her colleagues and guests as 

he/she would like to be treated. 

• The strategy is to follow her three golden steps of service: a warm welcome, 

anticipation of guests’ needs, and a loving farewell. 

• The brand believes in the strategy of “empowerment through trust”. This concept is 

instilled in all employees and is a way to keep guests visiting. 

• Area of hotel  
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Vilalara Thalassa Resort is located on the Praia das Gaivotas cliff overlooking the sea, with a 12 

hectare area consisting mainly of magnificent gardens. 

 

• Number and types of rooms :  

 

The rooms and suites look uniform  and lack the vitality and color of the gardens. Nevertheless, 

they are absolutely comfortable and mostly spacious, including a balcony or terrace. Higher 

floor rooms have beautiful sea views. A good work desk and a sleek bathroom are also a plus. 

Two and three bedroom apartments offer expansive ocean views and are just steps  from the 

beach path.  

104 Junior suites  

7 Suites  

12 luxury apartments 

 

 

• Rack rates 
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There are 8 types of rooms at Vilalara Thalassa Resort  

- Junior Suite with Garden view 

- Junior Suite with pool view 

- Junior Suite Emotion 

- Junior Suite with sea view 

- Suite one bedroom 

- Suite Prestige 

- 2 bedroom apartment 

- 3 bedroom apartment  
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Praia D’El Rey Marriott Golf and Beach Resort 

 

• Introduction 

This luxury golf resort hotel is located away from the beach, 12 km from Quintas de Obidos 

Country Club and 22 km from Fort Peniche. The bright rooms have tiled floors and views of the 

Atlantic Ocean or the golf course. Features a balcony, free WiFi, minibar, satellite TV and 

tea/coffee making facilities. Suites also include a living area, game console and pull-out sofa. 

Room service is available. There are 2 restaurants. You can see the sea from one room. There is 

also a seasonal bar next to the outdoor pool. Other amenities include an indoor pool, jacuzzi, 

fitness center and spa. There is an 18-hole golf course. Parking is free. There are 177 guestrooms 

and suite which has a private terrace or a balcony offering a unique view of either the Atlantic 

Ocean or the beautiful 18 holes Championship golf course and gardens. 

 

• Goals : 

• Take care of associates and they will take care of the customers." This is the philosophy 

of our founders and  has made Marriott International a great place to work for over 95 

years. Our culture of putting people first is regularly awarded and recognized around the 

world. Enabling our employees to grow and succeed is part of our company's DNA.   
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• “Our dedication to the customer shows in everything we do.” Marriott's reputation for 

excellent customer service stems from the original goal of the J. Willard Marriott 

company. “Good food and good service at a fair price.” Every day, anywhere in the world, 

every detail is taken care of.   

• “Innovation has always been part of the Marriott story.” The Marriott family helped shape 

the modern hotel industry. We constantly challenge the status quo and strive to 

anticipate the changing needs of our customers with new brands, new global locations 

and new guest experiences.   

• “How we do business is as important as the business we do.” We adhere to 

uncompromising ethical and legal standards. This extends to our day-to-day business 

conduct,  employee policies,  supply chain policies,  environmental programs and 

practices, and our commitment to human rights and social responsibility.   

• “Marriott strives to be a force for good.” Our sustainability and social impact platform, 

Serve 360:Doing good in all directions guides our journey to making a positive and lasting 

impact where we operate. 

 

• Area of hotel   

Located midway between the cities of Peniche and Óbidos , the resort is a 15 min drive from 

Peniche . The mediaeval town of Óbidos is a 22 min drive and features ancient walls and a 

castle .  
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• Number and types of rooms 

The rooms and suites look uniform  and lack the vitality and color of the gardens. Nevertheless, 

they are absolutely comfortable and mostly spacious, including a balcony or terrace. Higher 

floor rooms have beautiful sea views. A good work desk and a sleek bathroom are also a plus. 

Two and three bedroom apartments offer expansive ocean views and are just steps  from the 

beach path.  

104 Junior suites  

7 Suites  

12 luxury apartments  

 

• Rack rates  

There are four types of rooms at Praia D’El Rey Marriott Golf and Beach Resort   

➢ Guest Rooms  

- 1 King garden view   

- 2 Double garden view  

- 1 King oceanfront  

- 2 Double oceanfront   

- 1 King partial ocean view   

- 2 Double partial ocean view  

- 1 King premium oceanfront  

- 2 Double premium oceanfront    

➢ 1 Bedroom Junior suite   

➢ 1 Bedroom suite  

➢ 1 Bedroom Presidential suite 
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Front office organization 
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• Duties and responsibilities  

1) Front Office manager  

- Directs and coordinates the activities of the front office department. This includes room 

reservations,  room assignments, emails, and information. 

- Reports to senior management (either Manager or Executive Assistant ) and takes full 

responsibility for day-to-day front her office operations . 

- Maintain and/or develop appropriate operating procedures covering both convention and 

non-convention reservations,  open and close date management, room and suite availability 

and status, guest arrival patterns, key management, and reception. , include mail and 

message flow to ensure efficiency methods and connections between departments and 

shifts.  

- Must  be able to understand and work with the functions of closely related departments 

such as front office cashiers and assistant managers. 

- Credits, sales, housekeeping, services, hotel-to-hotel bookings. Meet regularly with 

managers and supervisors in these and other departments  to plan and coordinate hotel 

accommodations.   

-  Work closely with secretaries of various parliamentary groups to assist in planning guest 

arrival and accommodation.   

- Meet with individual guests or meeting group representatives on  room allocation, pricing, 

and location issues.  

- Create reports to  management and other regulators on expected room occupancy, booking 

patterns, expected check-ins and expected check-outs.  -   

- Responsible for recruitment and training of employees in collaboration with Human 

Resources Department.   

- Support and encourage the implementation of hotel-employee relationship policies, 

including courtesy programs, work performance records, and vacation hours.  
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2) Assistant Front Office manager  

- The Assistant Front Office Manager supervises and coordinates the day-to-day operations of 

the Front Office staff and assists in resolving internal issues.   

- Coordinate emails, information regarding hiring of reservations personnel with managers.   

- Collaborate with  sales on current and future conference and group bookings.   

- Accommodate future guests, suite blocks, and special requests for large conventions.    

- Handle guest complaints, reservations and room allocation issues.   

- Interview and hire applicants. Also responsible for various tasks assigned by the front office 

manager. Take over the duties of the absent Front Office Manager .  

 

3) Reservation Manager/ Assistant Reservation Manager  

- Monitor and respond to inquiries from booking agents. Coordinate booking 

agent schedules.    

- We are also in close contact with the secretaries of major companies that do 

business with hotels. Frequently asked to entertain these secretaries.    

- Enter and process booking requests received by phone, telegram or letter. 

Responsible for the accurate and effective processing of booking lists. Please 

notify and notify the  manager or assistant at the front desk her office of any 

significant increase or decrease in booking agreements that may affect the 

opening or closing status of the hotel.    

- Reservations and file types. Confirmation type. Train new agents on all of the 

above aspects. Oversee and coordinate the activities of the Archives staff.    

- Open and forward all mail addressed to the front office.    

- Timestamp all communications.    

- Tags are applied to highlight points that are important to the booking author.    
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- Record all bookings and generate monthly reports on stays. We also prepare 

semi-annual reports on all financial statements and their respective 

preparations. 

 

4) Lobby Manager 

- Create a roster and determine the basis for staffing levels.   

- Handle guest complaints and ensure front office maintains good relations with 

all departments.    

- Collaborate with various departments to deal effectively with guests.   

- Coordinate with the front office (reception and information) to facilitate guest 

stays and departures and coordinate front office cash (facilitate credit).    

- Provides a link between the Travel Desk and the airline for flight arrivals and 

departures. 

- Patroll each area regularly during the night  to make sure everything goes 

smoothly.   

- Submit a credit invoice in the absence of the Assistant Front Office Manager.    

- Educate all subordinate employees and trainees.   

- Work with  security to prevent unwanted events from occurring within the 

hotel.   

- Attend general manager meetings. Fully responsible for all operations in the 

lobby and  public areas and rooms, including at night.  

 

5) Reservation Assistant  

- Courteous and prompt processing of all bookings by phone, email, telex cable,  

computer, etc. 
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- Update your booking record/record to be up to date with room availability. 

(receiving and storing information) .   

- Entering advance reservation slips, maintaining reservation shelves and 

corresponding tiles, and updating information on personal computers in the 

case of personal computers.   

- Make intelligent, error-free changes and cancellations. Keep your availability 

charts up to date.   

- View your reservation location on a flashboard.   

- Check your booking documents and ensure minimum Inventory if necessary. 

 

6) Reception/ Registration Assistant 

- We will inform you of the status of the room every day.   

- Get detailed information about arrivals,  room requirements, and scheduled 

departures for the day. Confirm VIP reservations, issue VIP amenities, fruit and 

flower drink vouchers and more, and make other special requests. 

- Prepare all documents related to pre-registration for VIP, disabled and elderly 

Processing of group/crew registrations by established procedures and FIT.   

- Maintain a satisfactory portion of all rooms come with an arrival messenger 

card.   

- The room shelf and information shelf are updated from time to time.   

- After registering as a guest, enter the resident slip  and plug the shelf into the 

outlet.   

- Please open the guest folder immediately and send it to the front register 

yourself or send it to GR.    
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- Card until you open the guest folder. Keep your room’s destiny completely up 

to date.     

- Generate room deviation reports and ensure double checks by lobby 

personnel.   

- Work closely with information assistants.   

- Hand over all departure rooms to housekeeping in a timely manner.    

- Have housekeeping immediately inspect all vacant rooms.    

- Create room reports/occupancy statistics and keep an inventory of rooms.   

- Greet and greet guests. The receptionist’s friendly greeting to guests 

transforms an impersonal, homely hotel building into a friendly, homely place, 

but his unfriendly, hostile, and indifferent demeanor is what makes the guest’s 

experience .   

- If the front office is the hotel’s “hub”, the receptionist can be aptly described 

as the person who keeps the hotel world moving.   

- Sell higher priced rooms and other hotel facilities with trained sales skills and 

allocate rooms.   – Room service and telephone department to assist racks.  

- Be careful with small luggage.    

- Know your room history: location, type, price, theme if any,  view of each 

room.   

- Setting up and booking guest accounts at small hotels.   

- Handle cash, credit cards, cash registers and perform cashier functions in a 

small hotel.  

- Guests can safely store their valuables.  

- Handling complaints and emergencies.  
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7) Information Assistant 

- Upon presentation of the arrival courier card, the hotel will distribute room 

keys to registered guests.    

- Incoming guest calls and report all messages. We handle all guest emails, 

information, packets and telegrams according to established procedures.   

- Answer questions about home amenities and attractions. Keep information 

materials such as timetables, road maps and hotel guides.   

- Help your guests pay. Receive and send information.    

- Collect guest and staff information. Lists guest shelves in alphabetical order.   

- Sell hotel properties through trained sales representatives.    

- Make sure you have received the room key from the departing guest by 

signing the departure card. If the key is lost or not collected, please report it to 

his manager at the front desk immediately.    

- Maintain close contact with housekeeping, engineering, lobby, catering and 

other coordinating departments. 

 

8) Bell Captain 

- Monitor lobby staff. Check their movements and activities with the lobby 

attendants control sheet.   

- Take attendance and prepare workforce plans to meet job demands.   

- Provide regular updates to the Assistant Lobby Manager on lobby staff 

performance and occasional updates to guests. 

- Handle guest complaints and handle phone calls in the absence of a deputy 

manager lobby.    
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- We carry out luggage storage procedures and provide luggage storage 

services. Train your lobby staff to maximize the efficiency of your department.  

- Organize and supervise  baggage check-in/check-out procedures for groups, 

crews, etc. Manage the sale of  stamps and stationery to guests.   

- Please keep a record of all guests with “sparse luggage” and inform the 

assistant manager in the lobby and front office. Security assistance in lobby 

monitoring.   

- Conduct daily  lobby supervisor briefings.   

- Coordinate and manage the distribution of the morning newspaper.   

-  Oversees the storage of essential medicines prescribed by your family doctor 

and is responsible for any issues that arise.    

- Please keep the  lobby clean at all times.    

- Please keep your belongings neatly organized and in the designated place.  

 

9) Bell Boy 

- Report to the bell captain. 

- Accommodating visitors. Luggage in the car goes to the room at the porch 

gate.  

- Upon arrival, we will escort the guest to their room.  Put the luggage in the 

room  on the luggage rack.   

- We will explain to the guests how to operate the lighting switches, air 

conditioners, etc., and turn on the switches.  

- Processing guest departures (using departure cards).  When you leave, please 

take your luggage out of the room according to the porter’s instructions.   
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- Check the room to make sure the guest didn’t accidentally leave something in 

the room. Turn off all lights and air conditioners. 

- Get a release from  the errand card reception desk regarding guest paid/signed 

invoices.  Please make sure you have received the key from the guest at check-

out and get approval from the information desk.  

- Look for emails/messages for departing guests and, if available, collect 

emails/messages and pass them on to departing guests.  

- Pick up your luggage and put it in your car at the porch/gate.   

- Carry out errands requested by guests and front desk staff.  

- Track/monitor unwanted guests in your hotel. Follow your supervisor’s 

instructions.  

- Newspapers are distributed to guest rooms and some offices.    

- Keep the lobby area clean  to ensure smooth flow.  

 

• Layout of Front Office  

Vilalara Thalassa Resort 
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Praia D’El Rey Marriott Golf and Beach Resort  

 

 

• Operational functions with Interdepartmental relationships  

 

- To ensure efficient rooming of guests, both housekeeping and front office 

must inform each other of changes in a room’s status. Knowing whether a 

room is occupied, vacant, on change, out of order (OOO), under repair, or 

similar for proper room management  •  

- There should be coordination to clean front office public areas  •  

- There must be coordination between housekeeping and front office 

department to share information on occupancy levels which helps to forecast 

occupancy for the year and makes it easier to draw up a budget, establish par 

stock levels and estimate required staff strength.  •  
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- There should be coordination know about the daily room report and 

housekeeping discrepancy report. It also helps to gear renovations and spring 

cleaning to low occupancy periods thereby preventing loss of revenue.  

- The housekeeping and front office department also coordinate with each 

other for other important information which requires special attention like:-   

- VIPs in the house: this information is essential so that the staff can take a little 

extra care and keener precautions in cleaning and supervising VIP rooms.    

- Groups in the house: The group room list must be given to housekeeping 

before the group arrives. Because groups usually congregate in terms of 

arrivals and departures, visits and meals. Their room must be prepared 

together under strict time limits. The breakout room list helps the HK 

department  organize their work and have their breakout rooms ready on 

time.  

-  House crew: Arrivals of one crew member may coincide with departures of 

another on the same airline. In such cases, it is important to clean the assigned 

room in a short  time. Therefore, effective coordination is required between 

the front office and housekeeping.   

- Flower: Recognizing the importance of the guest, the manager may 

compliment the guest with a special gesture of arranging flowers in the room. 

A particular guest’s flower arrangement request is communicated daily to 

housekeeping from her desk at the front desk.   

- Apart from the above communication, the front desk office must rely on 

housekeeping to provide clean uniforms to the employees.  

 

 



 

Internship Report | Vidhi Pandya  

43 

C. ALLIED DEPARTMENTS  
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Engineering and Maintenance  

- The engineering department is responsible for repairing and maintaining the 

plant and machinery, water treatment and distribution, boilers and water 

heating, sewage treatment, external and common area lighting, fountains and 

water features etc. Also, It looks after the maintenance of all the equipment, 

furniture and fixture installed in a hotel. 

 

Accounts department 

- This department controls all financial transactions. Accounting departments typically handle 

a variety of important tasks. These tasks often include invoicing customers, monitoring and 

collecting accounts receivable, reconciling accounts, processing accounts payable, 

consolidating multiple units under common ownership, budgeting, and recurring  financial 

reporting, and financial analysis. It is also common to establish appropriate internal controls 

over all business processes (to prevent asset theft or misuse), conduct external audits, and 

raise funds through banking transactions. Tax can be handled by an in-house accounting 

department, but this task is often outsourced to an external tax accountant 
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Security 

- The hotel security department  is responsible for the overall security of the hotel premises, 

guests, visitors, day-users, hotel employees and  their property. 

 

IT department  

- The Information Technology Department is responsible for  day-to-day support of all IT 

systems, business systems, office systems, computer networks, and telephone systems 

throughout the hotel/resort. In addition, they are responsible for information technology 

issues, products and services at the accommodation. It provide user training and support for 

all property/site systems, network upgrades, hardware and software support, etc. 
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HOUSEKEEPING 
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Housekeeping  

Housekeeping SOPs⁠ / or Standard Operating Procedures ⁠ are step-by-step guides for 

performing housekeeping tasks. These processes are approved by management and all 

householders are expected to follow them to ensure consistency, accuracy and quality.  

 

▪ Standard operating procedure  

 

1. Preparing rooms for check in   

- This workflow lists each step a housekeeper must take to prepare the room for the 

next guest`s check-in.    

- These SOPs should detail the basics such as making beds with clean linens, cleaning 

ashtrays, preparing supplies, and  how housekeepers perform these tasks.   

2. Cleaning occupied rooms   

- Guest rooms must be cleaned daily for the duration of a guest’s stay. The cleaning 

procedure when there are guests is different than when the rooms are vacant.   

- In-use room cleaning methods  include making beds, changing used towels, 

vacuuming carpet areas, and replenishing bathroom supplies.   

3. Maintaining common area   

- Not to be ignored is the hotel's high standards in all public areas such as corridors, 

breakfast rooms and foyers.   

- Occasionally, certain elements such as B. The dust lamp at the front desk are 

forgotten or consistently downgraded due to the more pressing need to swap 

rooms for guests.    

- However, we cannot afford to change standards anywhere, especially during a 

pandemic, when dusty service can be seen as evidence of a general lack of care that 

does not reflect the hotel. 
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Housekeeping Organization 

 

▪ Duties and responsibilities  

a. Executive Housekeeper  

- Organize, supervise and coordinate the each day operations of the house responsibilities 

staff.  – It ensures advanced hygiene, protection, consolation and aesthetics for lodge 

visitors.  – Create a roster-monitor worker subject and behavior.  – We make sure suitable 

communique inside the branch via way of means of keeping ordinary conferences with all 

personnel.  – Hire new personnel, warn personnel if they’re violating policies, and terminate 

personnel whilst necessary. Advise personnel on diverse duties and  workassociated issues.  

– Motivate your personnel and keep  morale high.  – Establish and preserve widespread 

working techniques (SOPs) for cleansing and introduce new techniques to boom hard work 

efficiency  and product utilization.  – Always search for and check new technology and 

products.  – Maintain an stock of  furniture, linens, and transportable device for rooms and 

associated centers and  make sure that those are checked regularly.   – Organization of 

protection and restore of rooms.  – Handle objects that visitors might also additionally have 

left in the back of of their rooms.  – Ensure  right uniforms are supplied for  lodge staff.  – 

Make positive you comply with the hygiene and protection precautions.  – Make proposals 
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to the human sources branch concerning employees selection, hiring, replacement, 

provider changes, promotions, etc. Evaluate and improve personnel if there are vacancies.  

– Organizing and tracking similarly inner and outside schooling for staff.  – Liaison between  

protection and house responsibilities departments.  – Review and approve all finances 

branch deliver requests and enforce minimal stock, stock  and price manipulate techniques 

for all materials. 

-  - Check the reviews submitted and the registry kept. Keep a time diary for each worker on 

your branch.  – Responsible for refurbishing and refurbishing visitor rooms and lobbies.  

Provides finances to control and takes over finances manipulate and forecasting.  

 

b. Deputy Housekeeper 

- Make sure all guest rooms, common areas and back areas are clean and tidy.   

- Examine the work done by the contractor. B. Pest control, laundry, window cleaning, etc.  –  

- Prepare staff schedules and rosters/roster. Review regular inventory and inventory records 

for linens, uniforms and supplies.   

- Provide the Head Housekeeper with necessary information  and assist her with staff 

evaluations, disciplinary actions, and her promotion.     

- Develop and implement training programs within the Housekeeping Department in 

consultation with the Head Housekeeper.    

- Assist the Chief Housekeeper in forecasting and budgeting for operating and capital 

expenditures.    

- Responsible for the Housekeeping Department in the absence of the Head Housekeeper.   

 

c. Assistant Housekeeper 

- Responsible for proper and appropriate management of cleaning, maintenance and repair 

of guest rooms. 

- Responsible for  hotel linen and managing transfers and  distribution to housekeeping. Keep 

an inventory of all appliances and check them regularly. Please help the maids with their 
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daily difficulties. Provide the front desk with a list of rooms that can be assigned to guests. 

Arrange a flower arrangement. 

- Organize staff training and replace the lead housekeeper in her absence. 

- Update records, registers, files. 

- Edit the maid roster. Check  VIP and OOO (out of service) 

 

d. Floor Supervisor  

- Oversee the handover of dirty laundry and ask housekeeping for new laundry. 

- Ensure supplies of equipment, maintenance and cleaning supplies for floors 

and common areas. Issue a floor key to the maid .  

- Overseeing spring cleaning. Report on floor maintenance work. Please use 

room service to clean up afterwards. 

- Maintain pantry inventory on each floor/floor. Coordination with  front office 

manager. Upon request, we allow the provision of additional services  such as 

babysitting, hot water bottles, etc. 

- Immediately report any security vulnerabilities to security or your 

administrator. Please check your spare luggage. 

- Create a household financial situation report. Oversee cleaning of assigned 

floors and areas. This includes rooms, hallways, stairwells and  pantries on 

your assigned floor. Reports on  individual employee performance metrics. 

 

e. Public Area Supervisor 

- Make sure all public areas and other functional areas are kept clean at all times. 

- Arrange for special cleaning of public areas. 

- All maintenance work should be carried out in coordination with the maintenance 

department. 

- Make sure to place flower arrangements  in appropriate locations in  public areas. 
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- Prepare banquet halls and conference rooms for events and meetings. 

 

f. Room Attendant 

- Keep the room clean and tidy according to the assigned hygiene rules. 

- Change room and bathroom linen. Bed making in the guest room. 

- Replenish guest supplies. Respond quickly to guest calls.  

- Responsible for handling guest laundry. 

- Stay the night and provide turndown service. Check and secure your room.  

- Hand over the found object to the housekeeper. 

- Stock up on the maid’s cart with guest supplies, cleaning supplies, and linens. 

 

g. Horticulturist 

- Oversee the maintenance of gardens and landscaped areas. 

- Ensure a smooth supply of flowers/leaves to the housekeeping department. 

- When the florist isn’t around, help the housekeeper make flower 

arrangements. 

 

h. Head Gardner 

- Ensure landscape areas, gardens, rock gardens, pools, etc. are maintained 

according to the original concept 

- Short schedule and assignment of tasks to gardeners. Look for fresh seasonal 

plantings. Get quality seeds at affordable prices from  a trusted source. 

- Procurement, control and monitoring of the use of liquid fertilizers and 

fertilizers. Adhere to irrigation schedules and address issues related to water 

scarcity.  
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- We provide flowers, garlands, wreaths and bouquets to hotels as needed. 

Maintenance of hotel indoor plants. 

- Oversee lawn care, lawn mowing, and lawn repotting. train gardeners Help 

gardeners use their equipment and tools effectively and correctly.  Oversee 

plant and greenhouse maintenance. 

 

i. Gardner 

- Maintain the landscaping, maintain and replant according to the original 

concept. 

- Plant seeds and seedlings according to the conditions and landscape concept. 

- Properly distribute liquid manure and manure. 

- Water all garden areas as planned. Nursery and greenhouse maintenance, 

Pruning and trimming hedges and bushes.   

- Prepare seasonal  evergreen potted houseplants at the hotel’s request.Use 

your gardening tools efficiently. 

 

j. Laundry Manager 

- He/she is responsible for the entire functioning of the laundry and dry-cleaning 

unit. A laundry manager must have the organizational ability as well as 

technical knowledge of chemicals and their effect on fabrics. 

 

k. Laundry supervisor  

- He/she is in charge of the functioning of the laundry in the absence of the 

laundry manager. A laundry supervisor must have a good understanding of all 

aspects of the laundry equipment, chemicals, and fabrics. 
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Laundry room 
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❖ Chemicals and materials used  

Equipment’s 

• Brushes 

•  Dustbin and dustbin bagsbags 

• Abrasives 

• Dusting cloth  

• Dustpan and broom 

• Mop 

• Mop wringler trolley 

• Spray bottle 

• Maids cart  

• Janitor’s cart 

• Steam iron 

• Large washing machine 

• Flatbed press iron 

• Vacuum cleaner 

• Extra wide vacuum cleaner 

 

Chemical agent 

• R2 - all purpose cleaning agent 

• R3 – cleaning glasses 

• R4 – polish furniture 

• R5 – air freshener 

• R6 – toilet bowl cleaner 

 

Bathroom supplies 

• Body towel 

• Hand towel 
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• Face towel 

• Bath mat  

• Vanity kit ( soap, shampoo, conditioner, shower gel, body lotion, hand cream, face cream, 

shower cap , ear bud, dental kit , shaving kit) 

• Hair dryer 

• Bathrobe 

• Bath slipper 

• Magnified mirror 
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Food and Beverage Service 

Hierarchy 
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• Duty roaster 

Vilalara Thalassa Resort 

Praia D’El Rey Marriott Golf and Beach Resort 
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F & B Outlets 

 

Vilalara Thalassa Resort 

 

▪ Terrace Grill : Serves fresh fish , seafood and barbeque ( All day grill )   

▪ B&G Restaurant : Minimalism Portuguese Gastronomic    

▪ Grotta Rotonda Trattoria : Serves classic Italian cuisine    
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▪ Thalassa Pool Bar : Drinks and snacks pool bar.  

 

Praia D’El Rey Marriott Golf and Beach Resort 

 

▪ Pool Bar : serves quick meal/ snacks   

▪ Emprata : serves mediterranean cuisine   

▪ Tempera : Breakfast and Dining buffets   

▪ Contato : Lobby bar savoring light meals    
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▪ Oceano : Golfer’s Bar    

▪ Club house : Has a multiple cuisine menu   

▪ Maré : Serves fresh seafood and fish accompanied with best wine   

▪ West Cliffs : Serves a menu based on stake house concept  
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Banquet 



 

Internship Report | Vidhi Pandya  

64 

 



 

Internship Report | Vidhi Pandya  

65 

 



 

Internship Report | Vidhi Pandya  

66 

 



 

Internship Report | Vidhi Pandya  

67 

FOOD PRODUCTION 

Table of content 

Sr. No.  Content  Page No.  

1  Hierarchy  68 

2  Duties and responsibilities  69 

3  Duty roaster  72 

4  Work Routine  74 

5 Inspection Procedure  74 

6 Interdepartmental relationships 75 

7 Stores  75 

8 Menu 76 

9 Recipes   

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Internship Report | Vidhi Pandya  

68 

Food Production 

Vilalara Thalassa Resort and Praia D’El Rey Marriott Golf and Beach Resort  

• Hierarchy 

 

 

 

 

 

 

Executive Chef

1st Cook,2nd 
Cook and 3rd 

Cook 

Trainee

Copa

Sous Chef
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• Duties and responsibilities  

 

A. Executive chef  

- Plan and direct meal preparation and cooking activities 

- Change menu or create a new one that meets your quality standards 

- Estimate food needs and food/labor costs 

- Monitor kitchen staff activity 

- Arranging equipment purchase and repair 

- Recruiting and managing kitchen staff 

- Resolve any problems or complaints that arise 

- Putting the "finish" on the prepared dish  

- Perform administrative tasks  

- Comply with food and hygiene regulations and safety standards 

- Keep time and salary records 

- Maintain  positive and professional relationships with colleagues and 

customers 

 

B. Sous chef 

- Oversee kitchen shifts and ensure compliance with all food and beverage 

policies, standards and procedures. 

- Supporting the overall kitchen operations of the head chef. 

- Performs all kitchen manager and staff duties  as required. 

- Recognize top quality products, presentation and taste. 
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- Adhere to purchasing, receiving, and food storage standards. Ensure 

compliance with food handling and hygiene standards. 

- Calculate accurate theoretical and weighted food costs. 

- Estimate daily production needs  weekly  and communicate daily production 

needs to kitchen staff. 

- Coordination of banquet production with the banquet chef. 

- Support food and beverage portioning procedures  and waste management. 

Helps maintain affiliated cafeteria operations and food quality standards. 

- Follow proper handling and  temperature of all foods. 

- Know and enforce hotel hygiene standards. 

- Collaborate with corporate initiatives to assist Executive Chefs in researching 

and testing new foods. 

- Help chefs maintain all standard recipes.  Participates in training restaurant 

and catering staff on menu items such as ingredients, cooking methods and 

unique flavors. 

- Operates and maintains all departmental equipment and reports faults. 

- Assist with  effective kitchen appliance repair and maintenance programs. 

- Orders allocate uniforms according to budget to ensure uniforms are properly 

stocked and maintained. 

- Purchase the right consumables and manage inventory according to your 

budget. 

- Review staffing levels to ensure  guest services, operational needs, and 

financial goals are met. Interact with guests/customers, communities, business 

representatives, providers, and local education systems as needed. 
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- Educate employees on safety procedures and monitor their ability to follow 

loss prevention guidelines to prevent accidents and control costs. 

- Effectively investigate reports and track employee incidents. 

C. Chef de partie  

- Cooking and serving with standardized recipes  

- Distribution of work 

- Check quality and quantity defects 

- Waste management  

- Keep quality 

- Invent new dishes 

- Maintain staff discipline and grooming  

- Maintain hygiene and hygiene 

- Parts management 

- Storage of food and supplies 

- Raw material quality control 

- Assign tasks to trainee  

- Production and waste management. 

- Support in implementing the TBEM process 

- Response to HACCP 

- Enabling and adhering to the principles and working practices listed under the 

departmental HACCP system, i.e. food safety, hygiene and cleanliness, health, 

storage, etc. as applied to the areas of the workplace. 
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Duty roaster  

- Vilalara Thalassa Resort  
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Praia D’El Rey Marriott Golf and Beach RResort 
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▪ Work Routine 

 

During my industrial training I was working in food production department at 

both the hotels . I did my training for a period of 4 months at Vilalara Thalassa 

Resort and the other 2 months at Praia D’El Rey Marriott Golf and Beach Resort . 

With my chefs guidance I got to work on few outlets. 

There are 3 shift at both the hotels the morning shift i.e. from 05:30 – 14:30 , the 

afternoon shift is divided into 3 i.e. 12:00 – 21:00 , 14:00 – 23:00 and 15:00 – 

24:00 and the night shift 24:00 – 09:00. 

I have worked at the beach bar , the grill , B & G and breakfast at Vilalara Thalassa 

Resort. 

And I also worked at tempera , emprata , pastry , cantina at Praia D’El Rey 

Marriott Golf and Beach Resort. My shift times were usually in the afternoon. 

Later at the end I worked in breakfast so my schedule was of 05:30 – 14:30. 

 

▪ Inspection Procedure 

 

The inspection of the kitchen is done everyday. The temperature is noted twice in 

a day . 

At the buffet every 2hrs the temperature is noted . 

Oil from the fryer is changed everyday 

Everyday the list of products in the blaster is noted 

There are sample of food collected everyday 

There is a regular analysis. 

Stewards clean the kitchen twice a day 
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The waste is segregated and made into organic waste 

All the equipment  used are washed @85° minimum 

 

▪ Interdepartmental relationships 

 

Food and Beverage Division : Orders, guest preferences, banquet orders, etc. 

are all handled between the two departments, so it is very important that 

these two departments  communicate with each other. Smooth 

communication between both parties is essential for  the smooth operation of 

a hotel. 

Front Office Department:  kitchen relies on the front office department to tell 

them  the exact number of guests  to expect for the week so  they can prep on 

the spot or order additional ingredients if needed. Most of the time, it is  the 

front office that knows the tastes and preferences of the guests, so the FO 

department communicates this to the kitchen  as well so that they can provide  

the best possible service to the guests. Stores : For the kitchen, the store is 

considered very important. If there is a shortage of ingredients, the kitchen 

will send a pre-order request to the department. All hotel departments  have 

some relationship with the kitchen department. 

 

▪ Stores 

 

It is the Head chef / executive chef who makes a list of all the necessary 

products) items that are required to be ordered. 

Once this is done the chef places the order for the necessary ingredients. 
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▪ Menus of the outlets  ( Vilalara Thalassa Resort ) 

Terrace Grill  
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B & G Restaurant 
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Grotta Rotonda Trattoria  
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Thalassa Pool Bar  
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Beech bar  
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Praia D’El Rey Marriott Golf and Beach Resort 

Pool bar  
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Emprata 
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Contato  
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Oceano 
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Club house 
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Maré 
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West Cliffs 
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Pictures of plating during my training  
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