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[bookmark: _Toc180792961][bookmark: _Toc180792997]Level 6 Hotel Placement – Weekly Journal Entry
Task: Maintain a weekly journal documenting your experiences, tasks performed, challenges faced, and lessons learned. Bullet points format is welcome. You must submit this document to the designated Turnitin link by [Friday, 15th November 2024] at 23:59pm.

	Week 1

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

	

Reception/Front Office: Helped with check ins, responded to guests’ questions and mastered some key aspects of reservation systems.







	30th Sept / 9:00 am-5:00 pm
	[Your Signature]
	[Mentor’s Signature]

	
Challenges: How to handle guest complaints by keeping abreast with peak hours (Farrell, 2022).







Lessons Learned: Learned how to talk to people; need for tolerance and understanding when working with consumers.

	
	
	



	Week 2

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

	


Housekeeping/Maintenance: Accompanied the conducts of room inspections and got to see the cleaning standards, and in the process, did odd jobs.






	7th Oct / 10:00 am-6:00 pm
	[Your Signature]
	[Mentor’s Signature]

	


Challenges: Problems of sharing time between responsibilities.


Lessons Learned: Gained improved time management abilities and focus that is called attention to detail.



	
	
	






	Week 3

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

	


Leisure Club: Helped the guest in the use of club services and attended to complaints and queries related to the membership (Laranjeira et al., 2021).






	14th Oct / 9:00 am-5:00 pm
	[Your Signature]
	[Mentor’s Signature]

	


Challenges: Working within a team with large volumes of guest orders at the same time.





Lessons Learned: For guests’ satisfaction, it is important to prioritize tasks and to implement the possibility of multitasking.

	
	
	






	Week 4

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

	


Meetings and Events: Create meeting rooms as well as put into arrangement the relevant meeting materials.






	21st Oct / 10:00 am-6:00 pm
	[Your Signature]
	[Mentor’s Signature]

	

Challenges: Guaranteeing that configurations of the room corresponded to particular demands of a client.




Lessons Learned: Problem solving inclination and versatility were established.


	
	
	






	Week 5

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

	

[bookmark: _gjdgxs]Reception/Front Office: Controlled peak hours well and was able to handle check-out well (McCarthy et al., 2021).







	28th Oct / 9:00 am-5:00 pm
	[Your Signature]
	[Mentor’s Signature]

	Positive Experiences: Greeting guests’ appreciation for fast help or asking guest’s permission on an issue.




Lessons Learned: The guests’ concerns must be communicated effectively, and, therefore, clear communication is essential.




	
	
	






	Week 6

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

	
Housekeeping/Maintenance: Although the need to carry out inventory check and assistance during room turnovers are limited especially when the rooms are fully booked.




Challenges: Claims include workload associated with fast pace during times of high guest traffic.



	4th Nov / 10:00 am-6:00 pm
	[Your Signature]
	[Mentor’s Signature]

	

Lessons Learned: Developed better teamwork and realized how competitive processes are important.
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In this assignment, I will apply “Gibbs’ Reflective Cycle” to reflect on ideas I learned when observing a supervisory position in departments of Reception/Front Office, Housekeeping/Maintenance, and Meetings and Events. For the present practical situation, this model gives me a six-step structure of Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan to help me study my experience in detail and examine my weakness in meeting guests’ expectation.
[bookmark: _Toc180792964][bookmark: _Toc180793000]1. Description
Thus, during the course of my placement, I observed the organisational behaviour of the supervisors of the following roles – Reception/Front Office, Housekeeping/Maintenance, and Meetings and Events. I had a duty of closely monitoring interactions between guests, participation in service provision and studying the operation procedures peculiar to the department. I also got the chance to learn how the work of all the departments of the hotel company contributes to effective guests services and guests satisfaction (Adeani et al., 2020). In each of these settings, I observed how the supervisors worked, how they managed several challenges, how they managed quality and how they made the necessary adjustments to ensure guest satisfaction. My objectives within this shadowing experience were as follows: Develop a clear understanding of the type of expectations from supervisory positions concerning guests and operations. Accumulate technical skills in relation to managing service expectations in various organisations with reference to the hotel departments. Notice how managers solve guests’ problems and manage to hear their complaints.
[bookmark: _Toc180792965][bookmark: _Toc180793001]2. Feelings
Greeted both with enthusiasm and apprehensiveness at first. This activity also drew my attention to my weaknesses as a learner, such as the appropriate way in which complaints from guests should be addressed, and the appropriate handling of time-sensitive concerns from experienced supervisors. It was only after spending more time in each department that I became sure of myself in determining patterns of expectations of guests services and the unique demands every department possesses (Li et al., 2020). Thus, my interest towards the technical aspects of the jobs developed in correspondence with the familiarity with the major Front Office tasks including managing room assignments, the organization of the Housekeeping tasks in maintaining cleanliness standards and Meeting and Events division’s assignments such as planning of major requirements for any meeting or event.
[bookmark: _Toc180792966][bookmark: _Toc180793002]3. Evaluation
It was engaging that I got to learn about the amount of hard work and accuracy required when working for the expectations of the guests. In the Reception/Front Office category, I got to know to which extent supervisors are able to handle such problems as rooms assignments and early check ins. In meeting with the Housekeeping, they explained how cleanliness affect the guests and the significance of initial reactions on any maintenance issue. I learned the practicality of shadowing in meetings and events by getting to see how a lot of coordination goes into managing logistics, delivery, and setting up of events. Both departments emphasized understanding of technical skills and flexibility in regards to guest service positions (Markkanen et al., 2020). For instance, one day, when a large group arrived while at the same time other guests were checking in, I discovered how supervisors had to organize themselves in cooperation with the housekeeping department and the reception to supply rooms in accordance with the guest’s arrival while working at the same time to provide good services.
[bookmark: _Toc180792967][bookmark: _Toc180793003]4. Analysis
From that shadowing, I learned that guest service fundamentally involves work-based skills as well as technical IT knowledge of the department. It was interesting to watch how the Front Office personnel was able to navigate through available rooms, and how they work with the reservation systems to control the flow of guests. In the Meetings and Events, planning and organizational skills were relevant hallmarks utilize in order to ensure compliance with every guest expectations. When studying the theoretical constructs of customer satisfaction and service quality it became easier to observe how supervisors made sure to maintain or adapt to the guests’ requirements (Ahmed, 2020). Besides, applying the Herzberg’s Two-Factor Theory, it is also necessary to report that in practice, supervisors paid much attention to such ‘Hygiene factors’ as cleanness and the speed of the response, as well as the use of ‘Motivators’ such as friendly and individualized approach to the guests. An important exercise demonstrating these principles was a scenario involving a guest who is complaining about the hygiene of the room. One customer complained to the reception about a dripping tap right on their face (Bassot, 2024). I watched the maintenance supervisor escalate it to repair, offered an apology, and offered the guest something of value like a free breakfast or what I have.
[bookmark: _Toc180792968][bookmark: _Toc180793004]5. Conclusion
If I look at this experience from a broader perspective then I understand its importance to understand the relation of departments in guest service. Every department has its own responsibilities though all of them have to synchronize efforts to ensure smooth and effective experiences of the guests. Overall, through my shadowing I have learned to increase my understanding of how much technical expertise is required to address the guests’ needs. For instance, I have learnt that the appropriate action of identifying a guest’s requirements before being asked enables you to avoid future complaints, and on the other hand, having sufficient knowledge of the functioning of a hotel means that the handling of a complaint is done in a more efficient and adequate way. This placement has also been important in showing me that I lack in the area of time management and stress handling.
[bookmark: _Toc180792969][bookmark: _Toc180793005]6. Action Plan
To continue my development, I will focus on enhancing the following skills and areas:
Time Management and Prioritization: I will attend more trainings about time management strategies including how to multitask while attending to guests’ needs in their different capacities (Constantinou et al., 2020).
Conflict Resolution and Complaint Handling: I intend to sign up for courses in conflict solving to enable me handle guests’ problems affirmatively and with understanding.
Technical Skills Development: Since I have a basic knowledge of Front Office, my goal is to obtain practical experience in using computer software and schedules for Meetings and Events to be more effective (Sundgren et al., 2021).
It is also evident from the author that for any organisation enhancing guest service expectations, it may require not only hard skills but also soft skills. They emphasize the idea of how it is possible to solve problems with the help of technical knowledge and how it is possible to maintain the quality of the service with the help of practical knowledge. There are recommendations to prevent dissatisfaction, which are: Firstly, the authors introduce the concept of proactive on-guest management to address consequence-focused thinking and help to avoid dissatisfaction and negative impacts on the guest experience.
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