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Placement Overview - Guest Service Department
My placement was in the London Marriott Hotel, Marble Arch in the guest service department. I worked especially in the housekeeping section of guest service. During my placement, I was responsible for providing amazing guest services to satisfy them. So, my role was important both for me and the hotel. I learned to implement what I learned in the text. During my placement, I actively participated in almost all the activities of the guest service operations which includes check-in and check-out procedures, handling guest inquiries and requests, problem resolution, providing recommendations and information about the hotel's facilities and local attractions, and providing departure assistance (Kasavana & Brooks, 2019). Working in the hotel helped me to improve different kinds of skills by practically doing what I have learned in the textbook. Overall I was lucky to have this placement. 

On my first day at placement
On my first day of placement at the London Marriott Hotel, Marble Arch, in the Guest Service Department, I was a little bit nervous. but when they warmly welcomed me, I started feeling easy. I was introduced to my supervisor who greeted me with a friendly smile and welcomed me to the team. She provided me with an overview of the department and showed me the basic operations and activities of this department. This quick overview help to be instantly part of the hotel. 

After that, I was assigned with another employee of the front office to practically see how the front office works. In the very first hour, I learned about the check-in and check-out process and greeted the guests. I was very amazed to see the efficiency of the employees. They take very minimum to accept a guest and room reservation.  As the day progressed, my supervisor make me involved in more practical and hands-on activities. I assisted with answering phone calls and responding to guest inquiries, learning the importance of active listening and providing accurate information promptly. During my placement, I learned many things every day, but my experiences of the first have remained special and memorable. 

The Objectives Of The Hotel Guest Service Department; What I Was Taught To Achieve It 
 
The main objective of the guest service department is to create exceptional guest service and ensure the satisfaction of the guest through proper guest service and housekeeping(Enz, 2010). Besides, this objective, there are several objectives; I was trained to achieve these objectives. 

Providing Outstanding Customer Service: To ensure this I was taught communication skills with some practical tactics to be a better communicator with guests. I was taught to be more resilient and not to be in rude arguments with the guest in any situation.  

Creating Memorable Experiences: for creating a memorable experience, it is needed to understand the guest's preference. I was trained on how to collect information to understand the guest preference (Neves, M.S., 2019.). Additionally, I gained insights into the local area, attractions, and events, enabling me to offer valuable recommendations to guests and enhance their stay.
 Efficient Operations and Coordination: I was taught effective time management, multitasking, and prioritization techniques to handle multiple guest requests and tasks simultaneously. I also learned to coordinate different departments. 

Building Guest Loyalty:  I was taught to cultivate a service-oriented mindset.  I was taught the significance of going above and beyond to exceed guest expectations, creating a positive and lasting impression. I also learned how to handle guest complaints(Lockwood & Jones, 2020)
. 

Application of classroom knowledge practically

The knowledge, gained from my classes and textbooks in international hotel management,  has worked as the groundwork of my service as a placement in the guest service department. I applied what I learned from the textbook in the placement. at the same time, experience from the placement has helped me to deeply understand my textbook knowledge. This is how they complement each other. 
The theoretical knowledge gained in the classroom provided a foundation for understanding the principles, concepts, and best practices of guest service management. this theoretical foundation helped me to survive and quickly understand all things. The theoretical knowledge of guest psychology has helped me a lot while interacting with the guests(Hayes & Miller, 2019). Different kinds of behavioral theories have also helped a lot. The problem-solving and conflict-resolution skills learned in class proved invaluable when faced with challenging situations in the guest service department. I learned about cultural competence and I applied it here and observed how it works. 


My continuous learning during the placement
From the first day to the last day of my placement in the hotel,  I learned a lot of things. On the first day got an overview of the activities of the work of the hotel. Step by step, I learned many things from the front office to housekeeping. I learned how to effectively greet and welcome guests, creating a positive first impression. I learned to be an effective listener and understand the guest's needs and appropriate assistance to the guest.  It is normal to arise different kinds of problems(Alegre & Cladera, 2018). Daily, I learned how to mitigate this problem.  I learned to manage time, and how to handle multiple guests and their demands. The situations changed every day, I learned how to cope with the changing situation. I also have learned the different activities of housekeeping. I have undergone a continuous learning process. 

Lost opportunity for this Placement
· I might be involved in the alternative placement.
· I might be more involved in academic pursuits.
· I might be financially more benefitted if I would involve in the part-time job
· I might better convey my commitment. 
· I might involve in better networking and career opportunities. 

Management Issue
During my placement in the hotel guest service department, one management issue that management faces is challenges to manage the compliance of the guest. Sometimes, the response is not quick and interactive that sometimes results in bad reviews. I think, in this case, front office employees have a lack of efficiency(Lam, Zhang & Baum, 2018).

To address this issue, I would propose the following solutions based on practical considerations and relevant theories:

· Hotels should implement a streamlined complaint-handling process to develop a clear and standardized procedure for receiving, documenting, and escalating guest complaints. 
· Front office employees should be more empowered. 
· Better communication and transparency management system should be developed
· Keeping guests informed about the progress of their complaints, ensuring regular updates, and setting realistic expectations can be a good ideas. 4. Encourage guest feedback and learn from complaints:
· They can establish key performance indicators (KPIs) related to complain resolution, such as response time, guest satisfaction ratings, and resolution rates(Li & Li, 2021)
. 

Applied evidence of developing key skills criteria

1.  Self-Management and Development:
· Taking responsibility.
· Seeking feedback from the supervision.
· Delineating a growth mindset.

2. Task Management:
· Effectively managing guest requests and inquiries by prioritizing and organizing tasks based on their urgency and impact on guest satisfaction.
· Managing multiple guests in guest service operations. 
3. Applying Initiative in Workplace Problems:
· Identifying problems related to customer complaints and suggesting a fruitful way. 
· Identifying opportunities to improve guest service processes within the department and taking the initiative to suggest and implement practical solutions.

4. Communication:
· Engaging in effective communication with guests to understand their needs, provide information, and address any concerns or complaints they may have.
· Collaborating with the other department
5. Application of Knowledge:
· Implementing the knowledge of cultural competence to better understand the customer.
· Implanting problem-solving knowledge. 
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