



Guest service Department

The Maldron Hotel Newcastle is a reputed four-star hotel focused on business travelers that is renowned for excellent guest service to the corporate guests. In hospitality industry the guest service is the key element of achieving business so I waned to be a part of this department. During my academic placement phase I got desired opportunity to join their guest service department. I got an orientation program from there human resource department with proper guideline of my departmental activities, internship role, hotel policies, code of conduct etc.
Later I joined my team of guest service & met my reporting boss the duty manager of this property Mr. Robert. Mr. Robert assigned me to front-office department including the guest service agent (GSA) team, bell man team, reservation team, concierge team, stewarding team, In Room Dining (IRD) team, F&B service team.
The Guest Service Assistant (GSA) at Maldron Hotel Newcastle is primarily stationed at the front office desk in the lobby. Their main role involves assisting guests during check-in, check-out, and throughout their stay. They also handle bookings for walk-in guests and must adhere to high grooming standards and have excellent communication skills. Additionally, they should be knowledgeable about sales techniques and possess problem-solving abilities. (Paraskevas, A, 2001)
The bellman's primary responsibility is to assist guests with their luggage and guide them to their rooms. They should project a welcoming demeanor, possess strong communication skills, and have a good understanding of the hotel's layout and facilities. Physical fitness is also important for this role.
The concierge is responsible for assisting guests in various tasks such as arranging transportation, making external reservations for restaurants, events, attractions, and handling flight bookings. They need to excel in communication, networking, and possess a good level of physical fitness.
The stewarding team is in charge of maintaining cleanliness and sanitation in the kitchen. Their duties include washing dishes, pots, and pans, setting up dining areas, managing inventory and storage, and ensuring the safety of both colleagues and guests.
IRD (In-Room Dining) team deals with the guest room requests this unit contains the specialized & knowledgeable servers who can assist guests by serving food to their room providing local information about tourist activities, assisting in booking tickets, transports etc. They basically play the combined role of servers & concierge. They need to have proper local knowledge, professional behavior & communication skills.
F&B service department provides the food serving facility in the dining area of the hotel premises. This department includes a team of restaurant manager, waitstaff, bartenders, barista, banquet staff, sommeliers. As this department works closely with the F&B production department so must maintain the safety, security & hygiene standards with pleasing grooming standards.
As these are the guest facing units who can create smooth & satisfactory guest experience so they need to be well trained with verbal & non-verbal communication skills to understand & anticipate     guest needs, preferences & demands. Not all guests come forward with pleasing behavior so there are some choosy, sensitive or complicated guests who can become a challenge for the guest service providers, besides the service delivery process can be affected by various uncertain situations so this department also deals with frustrated & dissatisfied guests complaining or being impatient so the guest service providers need to learn handling problems & negative behavior professionalism even with a smile when needed. (Paraskevas, A, 2001)
As this property is business tourist focused property so the guests have less demand for recreation & more demand for meetings, conferences & event services with the shortest of time being almost perfect & a cozy environment to relax after work as well that’s why the guest service department has training sessions for new joiners & existing employees separately like- basic training on operating front-office software like- opera, guest loyalty programs of discount levels, service standard level, tourist benefits etc., problem resolution knowledge by emphasizing to create win-win situation, handling work pressure or improving mental health sessions or counseling as this department faces the outrage of guests even when some service malfunction is not their fault or responsibility. 
In my placement experience I got to observe both positive & complicated guests. Positive guests may create a nostalgia bond with guest service providers like- waitstaff, IRD staff, concierge etc. My supervisor guided me to understand the specific attributes that are needed for specific guest service units. My skills of communication, networking & observation with patiently negotiation ability improved to a satisfactory extent. I used to make the day-to-day schedules of each unit, meeting minutes of the departmental cascades, monitor the guest service index & guest reviews on the booking websites & check-out feed back forms. Specially the written guest complaints that needed no legal actions only managerial process of apology, complimentary service & follow up were monitored critically by this department.
During my internship I got to meet with various type of guest service providers who were appealing with behavior & communication skills, enhanced knowledge of service standards & property, rich industrial connection with vendors, suppliers etc. to assist the guests with external tourist services or at least providing timely accurate information. Besides I also observed few idle & demotivated guest team members in this department who don’t want to show appropriate care & attention to the guests specially in the bell-man unit there are few ones who practice negative corporate politics by claiming they are being less paid & too much work pressure they don’t count their salary as their incentive instead more focused on tips given by guests, if their tip is not as expected by them from guests then they don’t show hospitable behavior. Multiple guest complaints have been received regarding this unit for observing rude or unwelcoming behavior. As guest interaction & encounters are most vital for developing guest experience so the guest complaints regarding guest services need to be monitored & resolved by both guest service department & HR department as the guest facing staff seems demotivated due to lack of incentives. A well planned performance review & appraisal with recognition & incentive packages should be developed for the guest service providers to have more energized work force.
Despite of having few negative reviews there are specifically positive guest reviews named specific guest service agents for arranging emergency room or meeting amenities or specifically named some waitstaff for being properly hospitable etc. I observed whole guest service department practices positive attitude, diplomatic approach during problematic situations with high attention to the service excellence. 
After the Covid pandemic the guest service department went through tough hygiene trainings to follow by the team & to ensure that the guests are also following those in the hotel public area. Initially guests used to be very conscious about following the health measures but gradually with the decreasing contamination level the consciousness started disappearing this was the time guest service providers faced challenge to maintain the hotel environment risk free. Till now this property maintains strict hygiene & health measures to ensure the safety of the hotel guests & to portray the fact that Maldron Hotel Newcastle cares the guest safety the guest service department staffs are kept in more strict health & hygiene restrictions than other departments.
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