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Picture: Maldron Hotel Newcastle
During my placement at Hotel Maldron Newcastle, I had the golden opportunity to observe and analyze various aspects of guest service operations. This is a four-star hotel, situated in the prime location of Newcastle town centre. It has opened in 2018 with 265 rooms, decorated with all the modern facilities. Maldron hotel operates by the Dalata Hotel Group, which is one of the largest hotel operators in Ireland. As I started my induction, I learned about the hotel's history and core values. One of the values is to provide exceptional guest service to create memorable experiences for all the guests. To achieve this, hotel needs a deep understanding of each and every guest’s demands and preferences. 

This placement log outlines the issues related to management, communication, teamwork, and provides recommendations to improve guest service operations at the Maldron hotel.

My observations and experiences about guest service operations at Maldron Hotel:

According to Paraskevas and Altinay (2013), guest feedback is a valuable source of information that can help organizations to identify strengths and weaknesses, address areas for improvement, and ultimately enhance the guest experience. They suggest that a systematic approach to collecting and analyzing feedback is essential, and that organizations should be proactive in responding to both positive and negative comments.
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Picture: Proud to work in the front desk
I have worked 2nd, 3rd and 4th week with the front desk team to understand their daily tasks and responsibilities. I learned about the check-in and check-out process, room allocations, and handling guest requests. I noticed that the front desk team was handling multiple tasks simultaneously, which could lead to errors and delays. I came across a study by Wilson and Crouch (2019) that highlighted the importance of multitasking skills in the hospitality industry. The study found that employees who can multitask effectively can improve guest service quality and reduce wait times.

In the 5th week, I was conducted a training session for the front desk team on the importance of active listening. I was emphasized the need to listen carefully to guests' needs and preferences to provide personalized service. I shared a study by Huang et al. (2018) that highlighted the impact of personalized service on guest satisfaction and loyalty. The study found that guests who received personalized service were more satisfied with their experience and were more likely to return to the hotel in the future. I also shared some tips on how to practice active listening, such as maintaining eye contact, asking open-ended questions, and paraphrasing to confirm understanding.

During 6 and 7 weeks, I reviewed the guest feedback and noticed that some guests had complained about slow service in the restaurant. I observed that the front house staff was not communicating effectively with the kitchen staff, which led to delays in food preparation and service. According to Verma et al. (2021), which highlighted the importance of effective communication in the hospitality industry. The study found that effective communication between employees can improve service quality and guest satisfaction.

I have also conducted a staff meeting to discuss the guest feedback and the improvements we have made. I shared the positive feedback we received from guests who noticed the improvements in service quality. I also shared some suggestions for further improvements, such as providing more vegan options in the restaurant and improving the cleanliness of the rooms. The physical environment of a service setting can influence guest satisfaction and loyalty (Bitner et al. 1990).  I was encouraged the staff to pay attention to the physical surroundings and make sure they are clean and well-maintained.



Identify the potential problems and reasonable solutions at Maldron Hotel:

· One of the primary challenges that I have faced during my placement was the inconsistent performance of the staff. According to Hinkin and Tracey (2008), inconsistent performance can affect the overall productivity of the hotel. I have observed that some staff members were highly motivated and performed well, while others lacked motivation and failed to meet the hotel's standards. To address performance issues, I conducted regular performance evaluations, provided feedback, and offered training and development opportunities to staff members who needed improvement.

· The hotel lacked an effective management system, which affected the overall performance of the staff. According to Okumus (2003), effective management is essential for achieving organizational goals. I have observed that there was a lack of coordination among the management team, which led to confusion and ineffective decision-making. To address management issues, I implemented a more structured management system that encouraged collaboration and effective decision-making among the management team.

· I observed the hotel had a weak marketing strategy, which affected its ability to attract new guests. According to Kotler and Armstrong (2010), effective marketing is essential for attracting and retaining customers. To address the marketing issue, maldron hotel needs to more focus on digital marketing strategy that included social media, email marketing, and search engine optimization.

· The Maldron hotel lacked a strong teamwork culture, which affected the overall performance of the staff. According to Katzenbach and Smith (2003), effective teamwork is essential for achieving organizational goals. I observed that some staff members worked in silos and lacked collaboration and communication.

· The hotel lacked a strong organizational culture, which affected employee morale and performance. According to Denison et al. (2012), a strong organizational culture can increase employee engagement and productivity. I observed that some staff members felt disconnected from the hotel's culture and lacked a sense of purpose.

Finally, in a study by De Wolff and van der Klink (2019), it was found that employees who used task lists and prioritization techniques were more effective in managing their tasks and meeting deadlines. The hotel management should apply initiative in workplace problems, a case study by Korkmaz and Akkocaoğlu (2018) demonstrated how an employee's initiative in identifying and addressing a recurring workplace problem led to improved efficiency and cost savings for the company. 

Conclusion:

Managing guest service operations at Hotel Maldron Newcastle required a holistic approach that addressed various aspects of hotel operations, including performance management, marketing, guest services, people management, culture, communication, and teamwork. Through the strategies outlined above, I was able to address the challenges and improve the hotel's performance, resulting in increased revenue, improved guest satisfaction, and staff engagement and retention.
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