APPENDIX 1
Level 6 Hotel Placement – Weekly Journal Entry

	Week 1

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

	
Tasks Performed:
· I learned about the check-in / check-out process and the guest interaction protocols observed.
· Performed simple guest inquiries, with the supervision of the supervisor.
· I learned to use the Property Management System (PMS) for basic tasks in the first week.
Challenges Faced:
· First, there were some problems regarding the functioning of the PMS program.
· I have struggled to handle a grumpy guest about their room amenities.
Lessons Learned:
· Importance of patience and attentiveness, when assisting guests.
· Understood the importance of appreciation and listening skills in handling complaints.
	(2 Oct 2024 - 3 0ct 2024)

Morning Shift
	
	

	
Positive/Negative Experiences:
Positive: Gained deposit from supervisor appreciation of attentiveness.
Negative: 
I have a Lack of confidence when handling a complaint which was an indication of a need for confidence.
Future Learning Opportunities:
· Gain additional PMS training to navigate the system better.
· Introduce review conflict resolution strategies for their use in complaints.
	
	
	



	Week 2

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

	
Tasks Performed:
· [image: ]During high traffic, I followed the supervisor to monitor ways in which he prioritized tasks and performed multiple tasks at the same time.
· Organized housekeeping to ensure the room status had been changed.
· Handled guest requests, including transport bookings, on my initiative.
Challenges Faced:
I have faced the challenge of prioritizing tasks during high-traffic check-in times.
Communication with housekeeping has suffered delays which have directly impacted room availability.
Lessons Learned
· It gave me a good insight into what’s important during busy periods.
· I have learned about the importance of inter-departmental communication to keep the flow of service.
	(8 Oct 2024 - 9 0ct 2024).
Morning Shift
	
	

	
Positive/Negative Experiences:
Positive: 
I built confidence by helping guests move independently.
Negative: 
 I am Frustrated by miscommunication with housekeeping.
Future Learning Opportunities:
· Learn how to manage time better during peak times.
· Enhance communication strategies with housekeeping.

	
	
	



	Week 3

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

	
Task Performed:
· I have handled guest complaints and service recovery.
· I was able to practice using constructive guest feedback.
· I have Handled guests' checkouts and updated PMS accordingly.
Challenges Faced:
· I had trouble overcoming guest dissatisfaction over room noise.
· Initially was very uncomfortable with the PMS updating guest accounts.
Lessons Learned:
· I have seen how service recovery can retain guest satisfaction.
· I have realised that I needed to know PMS to attain real checkout efficiently.

	(15 Oct 2024 - 17 0ct 2024).
Morning Shift
	
	

	
Positive/Negative Experiences:
Positive:  
I have Gained confidence with PMS when checking out.
Negative: 
I felt uneasy dealing with noise complaints and comments from guests.
Future Learning Opportunities
· Get further information on how to prevent noise-related complaints.

	
	
	



	The Week 4

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

	Tasks Performed:
· I have shadowed a supervisor for the Front Office attending to VIP guest check-in in demonstrating the aspect of guest courtesy and also observing the importance of personalized service.
· I have arranged with other departments to make VIP rooms ready.
· I have also contributed to handling guest inquiries on issues to do with the hotel.
· I have opinions of observed food and beverage service (meal preparation & guest service) during a VIP event.
Challenges Faced:
· Multiple VIP-related tasks have been a Struggle for me to balance.
· It has been pretty hard to answer guest inquiries thoroughly.
· It was hard to take care of the time in between guest check-in and food and beverage service.
Lesson Learned:
· I have observed the significance of a deep understanding of hotel amenities in winning over the customers.
· I have learned personalized service can provide a great experience to guests, particularly for VIPs.
· Sampling food and beverage operation brought awareness to the fact that detailed observation has to be paid to such functions in order to produce high-quality services while adopting timely fashion.

	(22 Oct 2024 – 23 0ct 2024).
Morning Shift
	
	

	Positive/Negative Experiences:
Positive: 
I have observed how personalized service renders service rewarding to the VIP.
Negative: 
I was overwhelmed with the amount of work that went into VIP preparations.
Future Learning Opportunities:
· Learn more about hotel amenities
· Manage VIP check-ins with a series of strategies to manage multiple tasks.

	
	
	



	Week 5

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

	Tasks Performed:
· I have assisted in handling a guest service issue concerning room cleanliness.
· I have searched for a solution with the housekeeping to fix the problem on time.
· I have Supported food and beverage team during peak hours performing guest orders/control and guaranteeing efficient service.
Challenges Faced:
· I have faced difficulty in setting up a prompt response from housekeeping.
· It was scratchy for me to address the guest’s displeasure over cleanliness.
· During busy periods time management challenges arise when both food and beverage and room service need assistance.
Lessons Learned:
· I have gotten to understand service recovery and how it affects guest loyalty.
· I recognized the significance of quick, collaborative responses to guest problems.
· It taught me how to coordinate high demand service times with food and beverage and all guest orders having to be delivered timely and correctly.
	(28 Oct 2024 - 30 0ct 2024).
Morning Shift.
	
	[image: ]

	
Positive/Negative Experiences:
Positive: 
I observed the supervisor and learned the best techniques in service recovery.
Negative: Didn't feel prepared when dealing with complaints about them.
Future Learning Opportunities
· Deal with the study of service recovery models to improve guest satisfaction.
· Looking into improving coordination of response with housekeeping.
· Improving efficiency will also focus on food and beverage operation’s peak times.
	
	
	[image: ]



	Week 6

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

	Tasks Performed:
· I have practiced tracking room status changes via PMS.
· I shadowed the supervisor while he was providing service recovery.
· Worked together with food and beverage staff to deal with guest complains about temperature and also the presentation of meals.
· Challenges Faced:
· I have tackled trouble in dealing with guests’ last-minute requests was stressful.
· The peak times were difficult to ensure that rooms were ready on time.
Lessons Learned:
· During high-demand periods, I learned that adaptability and flexibility are important.
· It is important to coordinate with departments like housekeeping on which days we should not offer packages free of charge.

	(5 Nov 2024 - 6 0ct 2024).
Morning Shift
	
	[image: ]

	
Positive/Negative Experiences:
Positive: 
Special guest requests were something felt accomplished to handle.
Negative: 
Managed stress with room availability during peak demand.
Future Learning Opportunities
· Learn to be adaptable in meeting demand that has not been expected.
· Find out how to refine coordination methods to have the room ready during busy times. 
· To upgrade your food and beverage operation to improve guest service during meal period.
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