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LV4 PLACEMENT – STUDENT JOURNEY PLAN

This Student Journey Map is devised to provide Operational Training and Practical Knowledge in order to successfully support your placement. You will engage in all mandatory tasks to ensure full completion by the end of the department (4 Week) rotation (Front of House (3) Weeks & Housekeeping (1) Week). Please ensure you always keep your Journey Plan with you (As you would an Assignment) and tasks are signed off by the department manager/supervisor upon their completion. 

	Student Name:


	Department: 
Front of House
	Manager:




Welcome to the Front of House section of your placement. You will be required to complete a minimum of 16 hours per week, which can be achieved by working TWO (8) hour shifts, or alternatively, can be spread over the course of the week to ensure successful completion of the mandatory tasks. All students are scheduled into a weekly Front of House Rota that is emailed to the Student; University and HR Department. You are required to attend all scheduled shifts and follow the attendance policy in the event you cannot attend a scheduled shift. 

The Front Office Manager/Front Desk Manager will meet with you at the start of your rotation in FOH and discuss shift expectations, together with Hotel Occupancy and Projected Group Rooms Business. 

In order for you to achieve the most out of the Training & Knowledge delivered to you on placement, engagement in the variety of shift patterns is mandatory and will allow you to achieve a greater understanding of the diversity of the Hotel Operation:

· Morning - Weekday 
· Evening - Weekday  
· Morning – Weekend
· Evening – Weekend 
· Leisure Club – (2) Hour Orientation 

You will be awarded with 15 Credits (75 points) for completion of all FOH and Leisure tasks listed on your Journey Plan. Although all tasks completed will provide you with an overview of the task, you will be awarded extra points for additional training on specific duties to gain further understanding and expertise. 

For Example, you will work a minimum of (16) hours per week for (3) weeks and complete the list of mandatory tasks required to achieve the (15) Module Credits for FOH. 

If you work (1) additional Weekend Evening Shift, you will receive (6) points and will award you with 81 points for your Front of House rotation. 

During the LV4 Placement, the student with the highest points awarded for the Journey Plan; Performance Review and Nomination by the Department Manager (which carries 10 points) will be eligible to win the Marriott Manager’s Award

Please organise appointments with the Front Office Manager/Front Desk Manager/Leisure/Supervisors to discuss your Journey Plan; Shifts & Rotas and additional training once all mandatory tasks are completed.  It is your responsibility to ensure you are being scheduled according to the completion of tasks listed on your Journey Plan. 

Documentation Required for your Placement:
Completed Daily/Weekly:
1) The Journey Plan – Students are responsible for ensuring the Journey Plan is monitored and coordinate with Shift Supervisors for completion of all required tasks. Front Office Manager/Front Desk Manager/Leisure/Supervisor signs off tasks once they are being completed.
2) Learning Log – Students are responsible for weekly completion and upload to Moodle by Monday 9am for previous week worked. Course Tutor will review prior to property visit. 

Completed at the End of the Rotation:
1) Department Review – Student to arrange an appointment with the Front Office Manager to complete their Department Review upon completion of the Front of House rotation. 

Schedule for the Front of House Rotation
· Mandatory (3) Weeks
· Minimum (16) Hours per week
· Inclusive of a Variety of Shift Patterns

[bookmark: _Hlk28797176]To be completed Weekly by Student and Front Office Manager/Supervisor

	Student Schedule 

	Include Dates 
&
 Hours Worked 
	Student 
Signature
	Manager / Supervisor Signature

	Week One 
	

	
	

	Week Two
	

	
	

	Week Three

	
	
	

	Shift Patterns 

	Include Dates 
Hours Worked
 
	Student
Signature
	Manager / Supervisor Signature

	Weekday Morning 7am-3pm

	
	
	

	Weekday Evening 3pm-11pm

	
	
	

	Weekend Morning 7am-3pm

	
	
	

	Weekend Evening 3pm-11pm

	
	
	

	Leisure Club (2) Hour Orientation

	
	
	




FOH Placement - Specific Training & Tasks
Traffic Light System of progressive expertise. Extra Points are only given if they are reflected in the box. 
Red Zone Tasks – Introductory 
Orange Zone Tasks – Intermediate
Green Zone Tasks – In-depth 

	
Introductory
	Date 
Completed 
	Student 
Signature 
	Supervisor 
Signature 
	Extra Points 
to be Awarded
	Student Extra Points 
	Student Signature
	Supervisor
Signature


	Red
Zone
	
	
	
	
	
	
	

	Introduction to Front of House   
	
	

	
	
	
	
	

	Front of House  Marriott Brand Standards:
-Appearance
-Name Tag
-Hotel Hub & Communication
-Telephone
-5/15 Rule
-Lobby
-Concierge
-Check-in Experience
-Departure Experience
-Guest Service Requests
	
	
	
	
1
	
	
	

	Explanation:
FOH AM Checklist  
	
	
	
	
1
	
	
	

	Explanation:
FOH PM Checklist
	
	
	
	
1
	
	
	

	Directions to handle Guest Requests:
-Lifts
-Conference & Banqueting Rooms
-Daily Events
-Offices
-Public Toilets
-Local Map

	
	
	
	
	
	
	

	Telephone Training -
-Answering (3) Rings
-Holding
-Transferring
	
	
	
	
1
	
	
	

	Explanation: 
Opera PMS System 
-Functionality
-Occupancy-
-Room Availability
-Arrivals
-Departures
-Room Rates
-Walk-in Reservations
	
	

	
	
1
	
	
	

	Training:
Bucket Check Procedures:
Identifying correct:
-Room Rate
-Rate Codes
-Room Types
-Guest Name
	
	
	
	
1
	
	
	

	Training:
Hotel Tour
-Room Types
-Features
-Locations
-Special Requests
	
	

	
	
1
	
	
	

	Training:
Different Types of Guests
-Corporate
-Leisure
-Group
	
	
	
	
1
	
	
	

	Training:
Marriott Bonvoy
-Loyalty
-Tiers
-Benefits
	
	

	
	
1
	
	
	

	Hotel Call Around & Procedures for Handling Oversold Rooms
-Walk Procedures
Training:
-COSHH Control of Substances Hazardous to Health
-DDA
Disability Discrimination Act 
-Health & Safety
-Manual Handling
-First Aid
	
	
	
	









       1
	
	
	

	Introduction to Back office Equipment including Fire Alarm & Fire Team Procedures
	
	
	
	
	
	
	

	Training:
Mobile Check-in
	
	
	
	
	
	
	

	Keys; Floats and Sign-in/Sign-out procedures
	
	
	
	
	
	
	

	Guest Key Card Procedures 
	
	
	
	
	
	
	

	Parking Procedures 
	
	
	
	
	
	
	

	Concierge Duties / Luggage 
	
	
	
	
	
	
	

	10 AM Housekeeping Report 
	
	
	
	
	
	
	

	3pm Housekeeping Report 
	
	
	
	
	
	
	

	GXP – Training on the Guest Experience Platform 
	
	
	
	
	
	
	

	-Empower 

	
	
	
	
	
	
	

	-Transcendent
 

	
	
	
	
	
	
	

	
Intermediate
	Date 
Completed 
	Student Signature 
	Supervisor 
Signature
	Extra points 
to be awarded
	Student Extra Points
	Student 
Signature
	Supervisor 
Signature 

	Orange Zone
	
	
	
	
	
	
	

	Demonstrate Making a guest Key through Opera & Manually 
	
	
	
	
2
	
	
	

	Demonstrate preparing a Mobile Check-in
	
	
	
	
2

	
	
	

	Demonstrate Room Type Knowledge & (3) Different Types of Rate Programs 
	
	
	
	
2
	
	
	

	Demonstrate Marriott Bonvoy Knowledge 
	
	
	
	
2
	
	
	

	Leisure Orientation 
	
	
	
	
	
	
	

	Washing; Drying & Folding Towels 
	
	
	
	
2
	
	
	

	Equipment & Pool Training to include Equipment Check & Pool Test
	
	
	
	
2
	
	
	

	Admittance Procedures
-Guests 
-Members  
	
	
	
	
	
	
	

	Answer the Phone to Brand Standard; including placing a call on hold and transferring 
	
	
	
	
2
	
	
	

	Demonstrate (1) Pool Test  
	
	
	
	2
	
	
	

	Training – Check-in
	
	
	
	2
	
	
	

	Training-
Check-out  
	
	
	
	       2
	
	
	

	Pre-Arrival Planning
-Bonvoy
-Special Requests
- Traces
	
	
	
	
2
	
	
	

	VIP Sheet Production for Housekeeping & F&B 
	
	
	
	
2
	
	
	

	Training:
Reading Reservations 
	
	
	
	
2
	
	
	

	Training:
Reading Bills
	
	
	
	2
	
	
	

	Demonstrate Leisure Club Cleaning 
	
	
	
	
	
	
	

	Training on Breakfast Upsells
	
	
	
	

	
	
	

	Marriott Bonvoy Enrolments
	
	
	
	
2
	
	
	

	Third Party reservation Training 
-Expedia
-Booking.com
	
	
	
	
2
	
	
	

	Explore all Features of Marriott.co.uk
	
	
	
	
2
	
	
	

	Third Party Authorization Forms 
	
	
	
	
2
	
	
	

	VSO Weekly Stock Check 
	
	
	
	2

	
	
	

	Debit and Credit Policies
	
	
	
	2
	
	
	

	Leisure Club 
Attended 
(2) Hour Orientation
	
	
	
	
	
	
	

	Shift Worked 
7am-3pm Weekday 
	
	
	
	2
	
	
	

	Shift Worked
7am-3pm
Weekend
	
	
	
	4
	
	
	

	
In-Depth
	Date 
Completed

	Student 
Signature
	Supervisor 
Signature
	Extra Points 
to be Awarded
	Student Extra Points
	Student Signature
	Supervisor
Signature


	Green Zone 
	
	
	
	
	
	
	

	Demonstrate (1) Check-in to Brand Standard    
	
	
	
	
3
	
	
	

	Demonstrate (1) Check-out to Brand Standard 
	
	
	
	3
	
	
	

	Demonstrate (1) AM Checklist  
	
	
	
	3
	
	
	

	Demonstrate (1) PM Checklist 
	
	
	
	3
	
	
	

	Demonstrate Pre-Arrival Planning/Enter (6) Traces
	
	
	
	
3
	
	
	

	Demonstrate Understanding of GXP
	
	
	
	
3
	
	
	

	Introduction to ART of Hosting 
-Workshop LV6
	
	
	
	3
	
	
	

	Introduction to Guest Voice
-Workshop LV6
	
	
	
	
	
	
	

	LEARN Model
Handling Guest Complaints 
	
	
	
	
	
	
	

	Shift Worked 
7am-3pm Weekend
	
	
	
	4
	
	
	

	Shift Worked
3pm-11pm
Weekend
	
	
	
	6 

	
	
	

	All Tasks Completed
(75 points)

	
	
	
	
	
	
	

	Total Extra Points

	
	
	
	
	
	
	

	Grand Total Points 

	
	
	
	
	
	
	




The Student Journey Front of House Performance Review
 
	Performance Level Rating
 
	 
	
	
	

	K = 4 
	Key Contributor 

Performance that clearly sets the standard of excellence is far beyond the job expectation

	
	
	

	SP = 3 
	Strong Performer 

Performance that consistently meets the standards of expectation

	
	
	

	P = 2
	Solid Performer 

Performance that meets the majority of job expectations

	
	
	

	U = 1
	Under Performer 

Performance that does not meet job expectation standards

	
	
	

	Areas of Competency 



	Rating 
	Points 
	Comments
	Manager / Supervisor Signature

	Hospitality:
The degree to which the student smiles and greets guests; communicates with guests; shows warmth and enthusiasm; demonstrates flexibility; anticipates guest needs and takes ownership of guest relations, including problems and service requirements.




	
	
	
	

	Teamwork:
The degree to which the student plays a positive role in the department; cooperates with others; willingness to take on extra tasks; help where needed with enthusiasm and uses own initiative to complete the tasks. 

	
	
	
	

	Quality and Quantity of Work:
The degree of consistency the student demonstrates in monitoring the progression of the Journey Plan for timely & accurate completion; obtaining the additional points for further training & expertise. Student seeks guidance to work efficiently and effectively in all areas as required and to acceptable standard. Exhibits reliability to carry out instruction; flexible and timely in reporting for shifts.
	
	
	
	

	Communication:
The Student attends all departmental training and meetings; demonstrating good listening skills for instructions; shares information with team members; exercises proper call off procedures in the event of failure to report for duty and communicates well with guests and all work colleagues. 
Total Points
	
	











	




	
	



Student Signature:            __________________________________


Manager Signature:           __________________________________


HR Manager:                    __________________________________


Completion Date:              __________________________________
Marriott Placement - LV4 Learning Log 

	Student Name:


	Department:
	
	Week: 
	Dates:




	Work Undertaken: 














	Self-Appraisal:














	Strengths:















	Weaknesses:










	Lost Opportunities:











	Plans for Next Week:
















	Student Signature:


__________________________________


Date:

_________________________________






Marriott Placement - LV4 Learning Log 

	Student Name:


	Department:
	
	Week: 
	Dates:




	Work Undertaken: 














	Self-Appraisal:














	Strengths:














	Weaknesses:










	Lost Opportunities:











	[bookmark: _Hlk28956365]Plans for Next Week:
















	Student Signature:


__________________________________


Date:

_________________________________






Marriott Placement - LV4 Learning Log 

	Student Name:


	Department:
	
	Week: 
	Dates:




	Work Undertaken: 














	Self-Appraisal:














	Strengths:














	Weaknesses:










	Lost Opportunities:











	Plans for Next Week:















	Student Signature:


__________________________________


Date:

_________________________________
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  1       LV 4   PLACEMENT   –   STUDENT JOURNEY  PLAN     This  Student Journey Map  is devised to provide  Operational T raining   and  P ractical  K nowledge in order to  successfully support your placement . You will engage in all mandatory tasks to ensure full completion by  the end of the department (4  W eek) rotation   (Front of House (3) Weeks & Housekeeping (1) Week) .  Please ensure you always keep your  J ourney  Plan   with you  (As you would an Assignment)  and tasks are  signed off by the department manager/supervisor upon their completion.     

Student  Name:      Department:     Front of House  Manager :    

  Welcome to the  Front of House   section of your placement.  You will be required to complete   a  minimum   of   16 hours   per week ,   which   can   be achieved  by working  TWO ( 8 )   h our   shifts, or alternatively, can be  spread over the course of the week to ensure successful completion of the mandatory tasks.   All students  are scheduled   into a weekly  Front of House   Rota that is emaile d to the Student; University and HR  Department. You are required to attend all scheduled shifts and follow the attendance policy in the event  you cannot attend a scheduled shift.      The  Front Office Manager/Front Desk Manager  will meet with you at the start   of your rotation in  FOH   and  discuss shift expectations , together with Hotel Occupancy and Projected Group Rooms Business.       In order for you to achieve the most out  of  the  Training & Knowledge   delivered to you on placement,  engagement in the variety of shift patterns is mandatory and will allow you to achieve a greater  understanding of the diversity of the Hotel Operation :     -   Morning   -   Weekday     -   Evening   -   Weekday      -   Morning  –   Weekend   -   Evening  –   Week end    -   Leisure Club  –   (2) Hour Orientation      You will be awarded with  15   C redits  ( 7 5   points)  for completion of all  FOH and Leisure   tasks   listed on your  Journey  Plan .  Although a ll tasks completed   will  provide you with a n   overview of the task , you will be  awar ded  extra  points for  additional  training on specific  duties to gain further understanding and expertise.      For Example,  you   will work a minimum of (16 )   hours  per week  for ( 3 ) week s  and   complete the list of  mandatory tasks  required  to achieve the  ( 1 5 ) M odule  C redits for   FOH .      If you work (1) additional  Weekend Evening   Shift, you will receive ( 6 ) points and  will  award you with  81   points for your  Front of House   rotation.       During the LV4 Placement, t he student with the highest points awarded for the  Journey Plan ;  Performance Review  and Nomination by the Department Manager (which carries 10 points)  will be eligible to win the Marriott Manager’s Award  

