APPENDIX 1
Level 6 Hotel Placement – Weekly Journal Entry
Student Name: Awa Keita
Student ID: 2132061
Placement Hotel Name: Doubletree Hilton Brighton Metropole
Task: Maintain a weekly journal documenting your experiences, tasks performed, challenges faced, and lessons learned. Bullet points format is welcome. You must submit this document to the designated Turnitin link by [Friday, 15th November 2024] at 23:59pm.


	Week 1

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Food and Beverage Department

Floor assistance/ Food runner and table service

Experience
As a result, this was my fulltime place of work. I was not given an introduction to the work environment. I was briefly explained about the service that needs to be done during my shift and things were explained as I go. I work three days in my food and beverage department under two different supervisors.





Task

· The supervisor introduced me to the table plan, which was essential for ensuring that food and drink were delivered to the correct table.
· Arranging reserved tables for afternoon teas, scheduled lunches, and internal small meetings, among other events.
· Polishing cutlery, folding napkins, and arranging all condiments, such as salt and pepper, along with sauce sachets.
· Greeting and welcoming guests while providing seating arrangements.
· Receiving orders for food and beverages.
· Serve beverages to the guest table from the bar.
· Clearing the tables during and after meals.
· Cleaning and sanitation between guests.
· Utilising the dishwasher to clean glasses, tea cups, and other items to ensure a sufficient supply during service.
· Transporting food from the kitchen to the guest table.
· Ensuring that guests are satisfied and addressing any additional requirements, such as their enjoyment of the meal or the need for more drinks.
· Exchanging clean glasses and tea cups at the bar.
· Processing payments from guests and finalising all checks while distinguishing between various types of payments, such 
the move or standing for brief periods, remaining attentive to service calls.
I became highly aware and adapted regarding room billings and transactions conducted using various card methods, such as Visa and MasterCard. American Express 




 






Challenges

My challenges were that I was already an employee at the company where I was placed. I assumed that a lot was expected of me because my bosses rely heavily on me. It felt like I was assisting in covering a shift rather than shadowing. I feel like I was carrying a lot of tasks by doing the actual job rather than learning. On the other hand, it was understandable because they treated me as if I were a member of the team and assumed I knew a lot. Which also helps me learn stuff rapidly. Using the till was difficult because I work at reception where we have two separate systems to use.


	2nd/October/2024 @9:30am-5:30

3rd /October /2024
@10am – 3pm


4th/ October/2024
@12 noon – 3pm
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	Week 2

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Sales, Reservations, Group Conference & Events Department 


Experience
I had a wonderful experience having the opportunity to work with my colleagues from the sales department where the business maximises to increase revenue for the hotel and its profitability. I found it very beneficial to my job role as a front office supervisor. It enhances my understanding about the business flow, how the hotel gets the business in being it Leisure, cooperates or conferences and events.

My most exciting part of shadowing was the reservation department as it is the background of the Front Desk.  I have gained more understanding of the background operation of Front Desk which has broadened my knowledge to my day-to-day tasks at the front desk. 



Task

Shadowing Reservation Department 

· DD calls: This is a daily detail call through video call which the reservation team holds every Wednesday with the hotel commercial director, regional sales revenue manager, hotel sales manager and assistant sales manager to discuss room revenue either to increase or decrease depending on the level of business demand of the business location.
· Creating large/small group reservations and rooming list: creating group reservations for example hotels is hosting a conference and events which include room bookings.
· Allocating different room categories to delegates per request of the event organiser according to clients rooming list, for example, vips, trace settings for special request.





	9TH October 24
9am – 5pm
	A.keita
	

	


Lessons

Working in this department has improved my confidence more to grow into my job role having a background of hotel reception. It has enlightened my thoughts that there is room for me to grow in my career. For reservation being a huge background to reception, there were lots of tasks that were connected to my daily task. I have worked closely with the team to learn or gain more experience to best of my interest as I am fully confident that this could be the next role to step up. I also find the team more collaborative working as a team even though they all have different tasks to carry on a daily basis. They have demonstrated a well organised space and efficient way in communicating with each other. Compared to my first placement It was a different team I worked with and also my experience wasn’t wide enough at the front desk and I believed I wasn’t taking lots of responsibility and I wasn’t prepared about my career path at that time. I also realised working with the previous team, most were new to their role and they seem to be working under pressure, for that reason there was not much training given to me and not well informative the team members were more focused on finishing their task. More or less, I was been very supportive by this team whereas one of the team members encourages me to use her computer to perform task in practice.









	
	
	






	Week 3

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shadowing Sales Executives 

Experience

In this section of the department, I learnt to understand the contract aspect between the hotel and its client. The sales executive deals with sending and receiving enquiries by negotiating contracts and offering hotel packages to clients. I have also learnt how they demonstrate by maintaining an accurate record.

Task



· Attending site visit: Meeting with clients to show them event space, to know what they are buying for and what we are offering them.

· Attending provisional meetings: The team meets every Wednesday for a provision meeting to review their sales performance and discuss their progress.

· Responding back to client information and contracting once all parties agreed with the contract.



	10th October 2024

	A.keita
	

	

Challenges

My challenges were to adapt in a different working environment. It is also less customer facing as more communications are on emails and telephone calls. Staff needs to very specific when dealing with guest.




	
	
	






	Week 4

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shadowing Event Managers 


Task

· Emailing the client, investigating the companies to understand their needs, and asking for their requirements for the event. 

· Budgets and goals for the events.

· Updating the BEO (Banqueting and event order) if number of attendances decreases or increases and dietary requirements. 

· Attended weekly BEO meetings where all heads of departments meet to discuss upcoming events.

· Creating and sending a PORG a link that’s for clients to book rooms on discounted room rates for guests who are staying at the hotel.
· Measures on health and safety and securities

· Billing, payments and invoice workflow - getting payments from the clients amending and sending correct invoices clients.














	16th – 17th October 2024
	A.keita
	

	






	
	
	






	Week 5

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Shadowing reservation



Experience
During this week, I learnt more about administrative chores in the Reservation department, such as emailing and creating bills. In this work, it is critical that billing instructions are clarified to avoid any miscommunication between the client and billing back. Additionally, departments, such as the front desk, should have clear information on guest profiles for billing instructions to save time on check-ins and check-outs. 


Task
· Setting up direct bills and backups for businesses and corporations that book rooms for their clients while covering their own expenses and must be paid back after the guest stays.


· Establishing complimentary or special rate bookings for hotel site visitors and entrepreneurs expressing interest in attending promotions and events at the hotel.

· Maintain records of No-Show bookings, cancelled reservations, extended stays, and early flight departures, as well as reservations made the day before, whether through online channels or walk-in guests. All of these are scheduled for follow-up daily detail calls every Wednesday between the reservation’s agents, the commercial director, and the revenue manager. 










	23rd – 24th October 
	A.keita
	

	









	
	
	








	[bookmark: _heading=h.gjdgxs]Week 6   

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Conference and Banqueting (C&B) Department 

Task

· Introduction to the Event and what’s happening 
· Check uniform and Grooming standards
· Check knowledge of toilets & smoking area for staff and guests
· Catch up with the event organiser before service, eg set up of the place, cleanliness and temperature of the room, any dietary requirement changes on the day.
· Fire Evacuation plan, staffs to be aware of fire exist to direct guest in terms of fire evacuations
· Checking all the accessible facilities are all in order for special needs guests and staff.
· Allergies ( for staff & guests)
· Go through the service briefing sheet with the chefs, e.g. the menu, dietary requirements, number of guests expected on the day.
· Staff allocation
· Clean as you go and Maintain Equipment
· Table service
· Hand over reports if any issues happened during the service 


Experience

In this department, I have shadowed both event manager and event supervisor. What I have learnt in this role is that everyone has a different technique in running their shift. To be productive, they have to be well equipped with staffing and all team members are expected to be well groomed in hygiene prospects when handling and delivering food and also attentiveness and communication of the team are vital during service for example when it comes to awareness of dietary requirements. It also came to my understanding that timing of service is very important. Both parties were monitoring closely when the event started and closed as planned on the BEO (Banqueting and Event Order). maintained the time to avoid any delayance on service to meet the time as planned on the event BEO. This is all important for a smooth and satisfaction of the Event organisers and successful running of the event.  




	7th – 8th November
	A.keita
	

	Challenges

The challenges I have observed is, every shift is different to run depends on the type of the events, this could either be 
The number of people attending – either the number of people increases or decreases
The Event Organiser may change a few things on the day - event space setting of the room, more chairs or table needed or staging of the event room temperature cold or hot.
More food or dietary requirement – chefs have to prepare more food 
If all staff turn up for their shift – someone called in sick last minute or staff unwell during their shift and needs to be sent home 
Accidents or incident accrued during the event – For example fire alarm went off
Health and Safety – someone falls, drunken guest 
I consider all this as a challenge in running an event and may cause some delays on service.
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	I have acquired the skills necessary to operate the till.
I have developed strong multi-tasking skills and possess a comprehensive understanding of the menu, including awareness of dietary requirements such as allergies and vegan or vegetarian options.
I have a strong understanding of the significance of being well-informed about various menu types and dietary requirements to enhance guest satisfaction, as well as the effective use of upselling techniques during service.
Effective communication among the staff and within the kitchen is essential for ensuring guest satisfaction during service.
My supervisor consistently emphasised the significance of body posture as an important gesture. In my role at the front desk, I either remain stationed to check in guests or sit in the office to complete administrative tasks. In a bar or restaurant, you are constantly on the move or standing for a brief period of time while remaining alert to service enquires. 
I became acutely aware and adjusted to




 attentive to service calls.
I became highly aware and adapted to


r asking allergies all time anytime I took orders from the guest.














	
	
	



