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I am pleased to announce that I have begun the application process for an internship in the hospitality and catering industry. In the department that deals with customers, I am now in charge. I was given a briefing on the obligations associated with providing guest service as well as how to act correctly with guests. Both the maintenance of the daily record and the screening of incoming phone calls are within my purview. I was able to demonstrate flexibility since I was self-motivated and enthusiastic enough to seek out chances to increase the skill set that I already had. The truth is starting to sink in for me now that I'm out in the working world.

The customer service department at the Maldron Hotel places a high priority on providing timely responses to questions, problem solving with empathy and care, noting and sharing customer frustrations with internal departments, building and maintaining relationships, and increasing patronage for the Maldron Hotel brand (Özdemir, Çolak& Shmilli, 2019). The second step is to strengthen relationships with existing customers by considerate behaviours, open and honest communication, and reliable results. The next thing that this support service hopes to do is to provide prompt replies (Trinidad, 2020). The second phase focuses on increasing the level of satisfaction experienced by customers. We place a high priority on eliminating, to the greatest extent that is practicable, any and all potential causes of dissatisfaction.

During the internship period in Maldron Hotel I've already filled shifts at both the front desk and the cleaning department. I've got the opportunity to interact with visitors on a regular basis, take part in management meetings on a daily basis, and get an understanding of what makes the Maldron Hotel stand out. Working in a variety of roles within hotel operations has provided me with valuable hands-on management experience (Baek, Choe & Ok, 2020). This is particularly useful given that hotel operations are a highly dynamic profession that requires continuous contact with a diverse range of people and projects (Ghosh & Jhamb, 2021. Building connections with one's fellow employees is one of the most rewarding aspects of working in hotel operations, alongside the opportunity to engage directly with guests. After all, in order to provide service worthy of five stars, I learnt to collaborate in order to make certain that each and every customer has an unforgettable stay. I am thankful that I have the opportunity to collaborate with such a diverse and talented group of individuals, and I am thankful that this experience has introduced me to a large number of wonderful people.
As part of my training, I was instructed on the "heart model," which entails generating empathy for the visitor, listening to their point of view, offering an apology, resolving the issue, and finally expressing gratitude to the visitor for their time (Khalimova, 2020). Over the course of my internship, I was able to put into practice the knowledge that I gained about how to communicate effectively via my body language, my tone of voice, and the words that I chose to use.

I continue to gain knowledge about what hospitality really means on a daily basis. It is priceless to have the opportunity to stay at the Maldron Hotel. The ability to take part in a range of initiatives in these places has been a fantastic learning experience (Jhaiyanuntana & Nomnian, 2020. Without a doubt, my internship here has enhanced my understanding of hotel administration, my capacity to satisfy visitors, and my capacity for teamwork. There is still more to learn, including how to prepare timetables, behave when a manager is on duty, and properly exit a facility in the event of a fire (Ahmad & Scott, 2021). Doing administrative tasks like monitoring invoices is one example.

 As a Trainee in Guest Services, I want to acquire the skills necessary to provide a favorable first impression on our visitors by doing the following duties:
· I provided fast and effective resolutions to visitor inquiries. I maintained a high level of customer satisfaction by providing prompt, professional service to all visitors in accordance with established service standards and management policies. I acted as a concierge, advising visitors on local attractions, dining options, and entertainment venues. I understand the requirements and can apply them to my work in order to help the hotel achieve its goals (Anisa, 2022). I have checked and double-checked that the VIP room meets all requirements and is fully stocked. Transport important guests to their hotel. I am well-versed in the many hotel room types, tariffs, packages, and specials that I will need to know to carry out my job.
· All the beds have been stripped, meaning that I have removed the mattress pads, pillow cases, and duvets as part of my duties as a housekeeper. The dirty towels, terrycloth robes, and washcloths were also taken out of the room. Next I made sure they were dry and ready for reuse after cleaning. I was responsible for emptying the room's trash can(s) and replacing their old liners with new ones. I was responsible for emptying the room's trash can(s) and replacing their old liners with new ones. I made all of the beds in the room in accordance with the hotel's specifications (Wiastuti et al., 2019). When each of my visitors has checked out, I go through the bathroom and use a cleaner on the floor, sink, bathtub, and toilet. I double-checked the status of all electrical appliances, from lights to television to telephone to alarm clock. I replenished the coffee machine and the other amenities found in the room.


The state of cleanliness in guest rooms was an issue. Many complaints from unhappy clients resulted from this. Consumers have every right to lodge a complaint, since they are the ones footing the bill for their stay and the use of the amenities. They have an obligation to provide feedback if they are dissatisfied with the value they received for their money. Visitors were concerned about the hotel's security measures (Stringam & Gerdes, 2021). I've made it such that our sanitization processes can guarantee that we only use tried-and-true items and methods. I've also made sure that once each guest leaves, the rooms are thoroughly cleaned, disinfected, and sanitized. We've increased hygiene by vacuuming often, wiping down surfaces with certified cleansers, and double checking our work. In addition, I've made sure that guests have access to alcohol-based hand sanitizer and that the cleanliness of their rooms has been improved.
The education I gained in this field has made me a more effective problem-solver in customer service. I have a fundamental understanding of this field, which allows me to provide clients insightful recommendations or creative solutions they haven't thought of yet. Second is patience, since many customers who call for support have several inquiries and may feel frustrated while doing so. When customers feel heard and cared for, they have a far higher impression of my ability to help them solve their immediate issues. I've also improved my ability to focus: As a result of these and other factors, the ability of the service provider to listen carefully to the client is crucial to providing excellent customer service (Sitorus & Silalahi, 2023). I make care to constantly consider both the collective wisdom of my audience and the specific insights of each of my patrons. The last quality we're looking for is the ability to have positive conversations. If I want to provide first-rate customer service, I need to be able to slightly modify my speaking patterns (Gordon et al., 2019). During my internship, I worked on this, and I think it will go a long way toward making customers happy.
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