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Level 6 Hotel Placement – Weekly Journal Entry

	Week 1

	Experiences/Tasks/Challenges/Lessons

	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Housekeeping
The first week of my placement at Holiday Inn Sunderland started with orientation. In the orientation programme, the supervisor trained us about the hotel’s safety protocols, service standards, and other aspects. The hotel has “Clean Promise” protocol. It distinguishes the hotel from other hospitality businesses because “Clean Promise” has a set of cleaning standards that will achieve guest satisfaction and loyalty. After the orientation programme, I was sent to the housekeeping department to perform various activities that are listed below:
· I shadowed a senior housekeeping staff’s role to prepare the rooms for the guests. The hotel has more than 120 guests rooms. The housekeeping team had to ensure that all these rooms were fully cleaned and prepared for the use of the guests. Every housekeeping staff must have the knowledge about room preparation procedure that the hotel has. I learned the procedure in this week.
· I assisted the housekeeping team to deep clean the guest rooms by providing them the hotel’s cleaning checklists. I encouraged the staff to strictly comply with these checklists so that there remains no gap in the guest service quality. 
· I changed linens at the scheduled time. 
· I ensured that my housekeeping team restocked the inventory everyday such as toiletries, towels, other amenities.
Challenge: The most challenging task in the housekeeping department that I faced was to offer personalised guest services. Each guest has different expectations and preferences. Some guests had requests for hypoallergenic beddings due to their physical health problems. I needed to flag such requests in the hotel’s PMS system so that there remains no gap in the guest’s services. 
Lessons: The work experience at the housekeeping department provided me some important lessons that will contribute to my future career in the hospitality industry. I learned that quick communication in the hospitality industry is the key to the service quality and standards. The employees must have the communication skills to effectively work in the team and serve the guests. In addition, the employees should be able to operate the hotel’s software and other technical aspects. The orientation programme emphasised on attention to detail in the housekeeping tasks so that all staff should take care of small things such as folded towels, spot free mirrors, and dusts at the room’s corners.

	9.00 AM
05-02-2025
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	Week 2

	Experiences/Tasks/Challenges/Lessons

	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Maintenance and Operational Systems
In my second week of the placement, I worked in the maintenance department to understand how the hotel conducted its operations and maintained the systems. I had to oversee the technical aspects of the hotel in the shadowing role as senior staff in the maintenance department. I worked in the following areas of the hotel’s department:
· I assisted technicians in their regular checks on the hotel’s Daikin HVAC systems. I inspected air filters, temperature settings, and other systems in the guest rooms and living areas of the hotel. 
· I worked with the security team of the hotel. My key task was to assist them in their inspection of Saflok Keycard locks. The team found several faulty Keycard locks which could potentially cause safety hazard to the hotel and the guest inconvenience. 
· I worked in the preventive maintenance team. The staff in the team regularly checked fire alarms and elevators to determine whether any servicing was required. The hotel has a cloud-based Computerised Maintenance Management System (CMMS). In that system, all tasks are scheduled for a specific timeline. Even the tasks can be tracked by the system. The system looks similar to Fiix. 
· I worked with the inspection team to ensure safety in various areas that include fire doors and emergency exit lighting. 

Challenge: It was a challenging task for me to complete my shadowing role in the maintenance department because I had limited technical knowledge to meet the expectations of the guests and team in the accomplishment of the tasks. 
Lesson: To work in the department, I learned many valuable lessons. I learned the procedure to escalate the safety and maintenance issues in the hotel. I learned how such things are recorded in CMMS for further follow-ups. The hands-on experience was crucial to understand that maintenance can address larger issues and challenges of the hotel and it can also reduce the downtime in the service. Hence, guests can have better services and become satisfied. 
	9.00AM
12-02-2025
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	Week 3

	Experiences/Tasks/Challenges/Lessons

	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Guest Services and Fitness Centre Operations
I shadowed a supervisory role as a front office senior staff whose tasks were to manage the leisure club and general guest services. I worked in the following areas in the week:
· I cleaned the fitness equipment. I had to inspect all equipment including treadmills, elliptical machines, and free weights that they were in a good condition and available to the guest for their use. 
· I assisted the guests to use the equipment properly. In most cases, guests had little understanding about the procedure and safety aspects. So I ensured that they were safe while operating the equipment. I also encouraged the guests to participate in the fitness classes. 
· I worked in the front desk to facilitate the guest check-in and checkout. While I was at the front desk, I noticed that guests were very eager in their inquiries about the hotel amenities such as WiFi, room service, and on-site dining options. 
Challenge: I needed a while to learn the safety protocols and standards of the hotel services. It was very challenging for the front desk employees to handle dissatisfied guests. Some guests complained about delays in the service delivery. 
Lesson: One day, I noticed that some Asian guests were using gym equipment improperly which could potentially hurt them physically. Immediately, I communicated with them and informed them of the danger. Those guests had difficulties in understanding English properly. I learned that learning multiple languages was crucial for the front office employees in the hotel. 
	9.00 AM
19-02-2025
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	The Week 4

	Experiences/Tasks/Challenges/Lessons

	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Meetings, Events, and Catering Operations
I shadowed a supervisory role in the Events and Meeting department of the hotel in the fourth week. I had the following tasks to do during this period:
· I worked in organising a corporation event in the hotel. I assisted in table arrangement, setting up projectors, and testing AV systems. The event had a light buffet. So our team was responsible to collaborate with the in-house catering team to ensure that the buffet met the requirements of the guests. I personally checked the buffet items and ensured that vegetarian options, gluten free dishes, and foods with allergen caution were available for diverse requirements. 
· I adjusted the seating arrangements because the event management team was notified that there was an increase in the number of guests. I handled the situation by adjusting the layout and improving the AV systems. 
· I prepared the meeting rooms for the guests. It was important that those rooms had proper lighting and temperature so that guests could have exceptional experience in the hotel. 
Challenge: I encountered one particular challenge to accomplish my tasks which is coordinating with the catering team to provide the diverse menu. I has little knowledge about food safety and allergen caution prior to the experience. 
Lesson: I learned that pre-event checks were crucial to organise a successful event. It helps the event management team to avoid all types of disruption from technical glitches and failure in AV systems. I also learned that the event team should be flexible to adapt to other items in the menu if the guests made requests. 
	9.00 AM
26-02-2025
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	Week 5

	Experiences/Tasks/Challenges/Lessons

	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Front Desk Collaboration, Guest Check-In, and Safety Protocols
This week I took more challenging tasks. I shadowed a supervisory role in the front desk but thus time I had to collaborate with other guest service operations. The key tasks that I performed are listed below: 
· For the IHG reward elite members, the check-in and checkout process were made faster and more convenient. I collaborated with the front-desk team to offer personalised guest services. 
· Depending on guest requests, I made some adjustments in the room locations and upgrades. Then I immediately informed the housekeeping department about the changes so that there is no confusion among the housekeeping team. 
· In one instance, a VIP guest arrived at the hotel when his room was not ready properly. I was assigned to handle the situation. I offered an alternative room to the guest with an upgrade and complimentary snacks. 
Challenge: The most challenging task was to collaborate with the diverse team and handle unexpected situations. 
Lesson: I learned that I must be able to adjust my skills and accept any changes in the organisation to overcome challenges. I also learned that group collaboration can enhance the service operations outcomes. 
	9.00 AM
28-02-25

	
[image: A hand holding a document with signature

Description automatically generated]
	
[image: A hand holding a document with signature

Description automatically generated]



	Week 6

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

	Supervisory Shadowing and Sustainability Management 
The hotel has some goals to achieve which it calls “Journey to Tomorrow”. My key tasks were as follows: 
· Controlling plastic usage within the hotel. 
· Maintaining the various systems properly so that they have minimal energy usage. 
· Checking any leakages in the water system to reduce water usage and waste. 
I also shadowed a role as a service manager and addressed guest complaints. 
Challenge: To implement sustainability initiatives is challenging because some guests were resisting the ideas. 
Lesson: I learned the importance of sustainability in the hospitality industry. I also learned the conflict resolution technique by observing real incidents in the workplace. 


	05/03/25
9.00 AM

	
[image: A hand holding a document with signature

Description automatically generated]
	
[image: A hand holding a document with signature

Description automatically generated]



2 | Page

image2.jpeg
(Dall/ﬁ"' ‘) ‘l
\/‘MOAM/{—/

1d started with
ained us about
>cts. The hotel
1 from other
' of cleaning
y. After the
epartment to

Shift

2001 22025

e rooms for
ooms. The
were fuuy
usekecping

edure that

student Signature

Hotel

Signature

Mentor





image5.png




image1.png
Prifysgol Cymru
% Y Drindod Dewi Sant

. University of Wales
Trinity Saint David

»




