Hotel Placement - Managing Guest Service Operations.
Student Name: Mahbuba Jafrin
Student ID: 2012830
Module Name: Managing Guest Service Operations
Module Code: BMIH6003
















Guest service operation: The hotel business now becoming a very famous sector in the service industry. It offers a safer option to stay outside the house. Guest service is one of the most important departments. It deals with the guest check-in and check-out related to all the activities. It also deals with guest reservations, taking orders for rooms, rent etc (O'Fallon and Rutherford, 2020, pp.132). it also deals which room the guest needs, the availability of the room, the price along with the other convenience of the room. The guest operation department serves the guest with their basic check-in and check-out-related services. It offers a basic agreement between the hotel and the guest for the staycation period. All the information must be kept within them and the information must not be leaked. The intern must be very careful in that regard (Murphy, Forrest, Wotring, et al, 2016, pp.67).
First-day experience: The first day was really important to me as an intern. The assistant manager greeted me and introduces me to other team members. There was a total of seven members in the team. Some f them worked at the front desk, some greeted the customer, and some were busy giving knowledge about the basic rules and regulations of the hotel. Everybody welcomed me. At first, the team members introduced me to Bart’s skills which are the most important thing to deal with the customer (Sigala, 2015, pp.152). Then they taught us what perfect reservation and perfect check-in and check-out are. The basic rule of dealing with the guest and how to welcome them. Also, they introduced me to the finance department, which is mainly responsible for receiving the guest's bill. It also includes the guest service operation (Schall, 2018, pp.192).
Objectives of the guest service department: The guest service deals with the people who come here to stay or make a reservation to stay later. It is a very crucial department (Prasad, Wirtz and Yu, 2014, pp.134). The attitude of that department helps the hotel mostly to attract the residents. There are some objectives and as an intern, I have to follow these. These are:
· To make the proper reservation of the residents.
· Ask them how much room they need and at what price.
· Reserve their room perfectly by following the proper policies.
· Show the id card of the residents.
· Develop a proper Bart skill.
· To teach the guest about the fire evacuation process.
· To deal financially with the residents.
· Shadow department master.
· Check in and check out time management.
· Keeping a record of the guests.
· Whether they want with food reservation or without food,
· The minimum discount is available for some limited customers.
· Proper greeting and welcome to the guest.
· Help the guests to carry their luggage.
Knowledge about the department: The guest service operation department is the front desk. It is the primary desk that a guest has to deal with. So, all the employees here must be very careful about dealing with the guest. As an intern, I have come to know many factors regarding dealing the guest. At first, I have to check whether the guest has a previous reservation or not. Then I have to check his identity card. These things must be done with proper honour. After that, I would ask in which way he wishes or pays and receive the cash or card (Denton and White, 2020, pp.178). Then give the key card to enter the room. Also, I have to ask whether he will have food service or without food. I have to recheck the checkout time of that guest and check-in time. If there is an available discount, then it should be offered. Also, I have to fill up a form for him about his basic identity, key card checking should also be ensured. Refunds, returns or damage policy of any furniture should also be acknowledged to the guests by me.
[bookmark: _Hlk128047219]Theoretical vs practical: Theoretical knowledge varies from practical knowledge. Everything that I have learned from the training program is not correlated with the hotel’s actual guest system. After finishing the internship, I had the opportunity to deal with guests. Sometimes many situations occurred according to the guest’s preference which is not mentioned in the book. I have to handle it according to the situation (Zulfikar, 2018, pp.134). The finance system may not work sometimes or sometimes the guest may ask for more discount. Such knowledge may not be available in the book but I have to deal with it with practical knowledge. Some theoretical processes such as Bart, GNG process, and maintenance process were described in the book and this help me a lot during my internship period. Also, the nature of human beings is very different. All nature is not described in the book. I have to deal with them practically which is a new experience for me (Sirikhan and Prapphal, 2021, pp.80).
My backward: I was an intern. So, I had no previous work or practical experience in that regard. So, I have to face many difficulties during my internship period in that department. At first, it was quite impossible to work fast. But the guest service operators must work very rapidly. Also, the guest did not believe me I worked here at first. I had not gotten the chance to receive the payment for which I lost the experience in that sector. Sometimes the guest became too much rude for asking some basic questions about their identity. Also, sometimes they forgot their id card, and in that regard the situation became unpredictable. They often asked for a discount which is not in my hand. Sometimes the work pressure was so much that I forgot the knowledge that I have learned in the training program (Baker, Bradley and Huyton, 2016, pp.90).
[bookmark: _Hlk128047618]New skill development every day: As an intern in the guest operation department, I have gathered many new skills that will help to pursue that career in the future life. The basic check-in and check-out of a guest is the most important thing that I have learned (Frye, 2022, pp.156). Also, there are some other skills such as-data security of the residents, not sharing their private information with anyone, the policies and procedures that a guest must be followed, the night silent toolkit that must be available to the guest, the standards of the service quality must be ensured, key security and manual security in the financial system, meal deals, Wi-Fi, breakfast include price. Also, it is very important to keep the reception environment clean and friendly which will attract the customer. Fire safety must be ensured to the guests and proper knowledge must be given to them.
[bookmark: _Hlk128047943]The management problem: During my internship period, I any problems related to management I faced. Sometimes the employees took leave without proper process and this caused a great problem for the other members (Baum and Odgers, 2019, pp.190). This problem can be solved by the proper management process of the hotel. Sometimes proper check-in and check-out are not maintained and this is a great problem. Sometimes the remote of the room and key of the room does not work and this must be solved with a proper data security system. Some furniture may not be found and it will increase the cost. Proper management at the front desk will help to reduce such issues.
[bookmark: _Hlk128048190]My gathered knowledge: As an intern, I have gathered the basic thing of managing a guest operation. The proper check-in and check-out system must be ensured to keep the competitive advantage of the hotel. Also, all the processes of ensuring the data security of any guest. Sometimes some private data of a specific customer may be leaked such as his phone number, and email address. Such a process may hamper the reputation of the hotel (Sriyam, 2020., pp.176). This must be ensured. Also, as an intern, the other team members helped me a lot to gain real-life experience regarding guest operation and I am grateful to them. 
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