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I started my placement on the 16th of January at the Hotel Maldron in Newcastle which is a well. 
known hotel foin Newcastle which is a four-star hotel in the city centre. There are two hundred and fifty-six rooms restaurant, conference room and various departments. In my placement I worked on all the department. I worked all parts at the hotel and developed my working skill and earn more experience. 

Guest service started from front desk when I worked as a receptionist. It is very important part to receive the guests with a smiling and happy face with good behaviour.  Body language is very important in order for the guests to feel comfortable. Most of the guests booked the rooms online or by telephone. In the fist day I was very nervous, confused, and excited because I have no experience to work as a receptionist. My supervisor Victoria of the reception taught me how to check guests in, check out, update the gust’s details. My co worker Alex who is very friendly and helpful receptionist has helped me if I had any issues. Previously in my university study I learned how to do a guest check in, check out update the guest details and order coffee or food. But I have experienced practically on how to greet the guests and help them go to their desired room and be satisfied with the staff’s behaviour. The first guests I received in my hotel were very important. They were a new couple and came to the hotel to celebrate their first marriage anniversary. They reserved a double room for two nights and paid fifty pounds for some balloons and other decoration and also asked for a cake. After every guest check in they must be informed about the breakfast starts at half past six in the morning till half past ten in the morning. I also learned that the hotel charges guests five pounds extra if they want food to be delivered to their room. The hotel had an option of check in and check out earlier. Guests had to leave their luggage’s in the reception. I got experience to carry the luggage in the reception. I have spoken to the guests quietly and politely. I also learned the importance of eye contact whilst speaking to the guests.  

I also learned that we have to carefully listen to the guests request for example if they needed extra linens, a room with a good view, a smoking room/non-smoking room, coffee, tea. Depending on guests’ requirements we always need to be ready to pick up the phone and send the requested items. The amenities of the hotel is also very important such as Wi-Fi, Televisions, air conditioner, refrigerator and sometimes some lights chocolates or candies to make guests feel comfortable and happy. Everything is just to make sure the guests feel comfortable.   

In my second week of training in my placement was public place. I earned the experience of cleaning, setting the table and setting the chairs for the guests. Guests can enjoy and spend their time with friends and family. Some guests also enjoyed watching sports and dramas in the Television. There is a big television in the waiting room. My manager Angelina and Ann one of the friendly public place workers who train us, taught us how to clean public toilets, toilet glass. I gained different types of liquid properly and learned how to clean the floor properly without staining it.

The third week I learned a lot about housekeeping. I learned that it is very important to cleaning and the maintenance of the rooms, change the bedsheets pillow covers and setting the bed in a beautiful and neat way. Food and bathroom cleaning to ensure high level of hygiene. The house keeping department must change all soaps, shampoos, lotions, and towels on a daily basis. We also had to use anti-sceptics to sterilize the floor and surfaces. Joseph is a house keeper who was working with me and was a trainer who taught me  how to clean, organize and maintain the guest room and other public areas of this hotel. . There are different types of room which are single rooms, double rooms, family room , V.I.P room, deluxe room which are all decorated differently. House keeping is a physically exhausting and tiring job. Every day we had to change the electric hot water Pot’s water and clean it properly. We had a maximum time limit to complete each room. We also needed to add and change coffee, tea, sugar, and milk. I really enjoyed the time and all the activities I have done I have enjoyed them a lot. Some guests have also celebrated their birthday, anniversary, and baby showers in the hotels. I have learned to decorate the different events with different colours and balloons which would come in different shapes depending on the event. It’s also important to clean the passage of the hotel as well as the elevators. There is a gym available for the guests as well which they can use and it is open all day.

We also had to work in the hotel’s kitchen and the restaurant, were we had to serve guests take them to their table, take their orders, learn about the guest’s requirements and be familiar with the menu and the ingredients. I have learned to use the devices in the hotel such as taking payments and taking calls for booking tables as well. I have also learned where the hotel stores the necessary ingredients and how hygienic it is. Our guests usually came in special occasions such as football games and other holidays as well. People from different professional backgrounds such as air hostages, pilots and businessmen often came to our hotel for work purposes. Client feedback was extremely important. It is very important for guests to leave the hotel happy and satisfied.

I have learned a lot from the management team and my supervisors. They have been very helpful and have helped me grow my skills. Overall, I believe I have learned in all sectors so far. I would love to have the opportunity to explore other fields of management, finance and other positions to learn and understand how other’s in this position deal with different problems and issues.                                                      
 



