Since I started studying International Hotel Management, I learned many theories related to the hospitality industry. And for last 10 weeks I worked over 160 hours in the Maldron Hotel Newcastle, where I saw how those theories were applied in the real-life scenario. During my placement time I worked in hotel front desk as a receptionist, housekeeping and event coordinator. I found communication is the most important element for each department to provide exceptional service to its guests. 
Almost 70% of my time during the placement I worked in the front desk as receptionist. First day of my placement I was introduced with the reception manager, where she showed me how to use the reservation system and operation of the first butler robot of the hotel (Spark EPoS, 2023). As a budget-friendly hotel, working in the front desk means I had to perform multiple duties at the same time. Initially I was not allowed to receive the phone call but as I was able to grasp the concept, I started to take the phone call and allocate tasks like to inform housekeeping for room service or to issue gym key or provide 20% discount voucher for car parking facility (Maldron Hotel Newcastle, 2023). My supervisor taught me ‘15 feet by 5 feet’ rule which is how when guest is 15 feet away, I should welcome them with a warm smile and within 5 feet range I should politely greet them with their enquiry (Bender, 2013).  I was amazed to see hotel brands like the Hilton and the Pan Pacific also apply such technique in their operation (The Healthy Journal, 2021). It is also important to maintain eye contact which represents their importance for the hotel. Finally, I had to cling on to the HEART policy (hear, empathy, apology, respond, thank) and by the end of my placement I implemented this technique in my personal life too (Gonzales, 2017). EHL Insights (2022) reported that importance of meeting guest’s with HEART policy has been on rise due to the global pandemic. People look for services where they can be heard greet them with empathy. During my shift I assisted a group of KLM crew in their check-in. As I can speak multiple languages including Dutch, I communicated with them in Dutch language and they were very please. Moreover, next day I came to know that one of the guests from KLM airlines was looking for my earlier to get help him find an Italian restaurant to treat his colleagues on his promotion. I provided him with few options but also requested to let the in-house restaurant, Grain & Grill restaurant and bar provide them with catering. Furthermore, I also conveyed the message of in-house guest requirements to the housekeeping. Once I assisted few students from the Newcastle University during their stay. I tried to help these Gen Z’s and provide them with all room service facilities as per their request. One of them were so pleased at our service that they left a 5 start review in the TripAdvisor mentioning my name (TripAdvior, 2023). 
In addition, during my housekeeping training I worked with a member of staff. He showed me the cleaning structure and cleaning process that enable the hotel to run effectively. He showed me the process of making bed, however due to my frozen shoulder problem I could not help him in making bed. I made sure that the ‘Tea corner’ is fully filled with necessary items. Due to lack of knowledge, I was not allowed to use the cleaning chemical. However, my supervisor was very pleased on my cleaning method and speed. I was surprised to see different color cloths were used for cleaning bedroom and toilet. It is very important to use different color-coded cloths to keep rooms hygiene, especially during the period of global pandemic. Monarch Brands (2021) suggests that using color-coded cloths helps restrict cross contamination of bacterial risk.  During my commute time I came to know that COSHH training will teach us how to use and store the cleaning chemicals in the UK.  I found housekeeping work is physically demanding and it is quite difficult to navigate myself using the hotel map from the tab. So, I slowed myself down and to catch my breath. Once I became used to with the map and managed to navigate myself better, I speed up my pace and managed to finish our tasks on time. During the entire shift I had to carry a walkie talkie to stay connected with the housekeeping manager all the time. Having such technology helps hotel to respond quickly on guest’s request (Apex Radio, 2018). Right before finishing my shift, we received a request to provide extra towel to a guest in the same floor we were working. And I complied with the requirement independently using the map. This showed me the importance of communication between front desk to housekeeping to provide excellent service to the guests. 
I also worked in the organizing meetings and events department. Most of the time working in this department I had to visit potential clients with one of the staff to inform them our service and facilities available for their event. One of my massive accomplishments in this placement is to convince the Hope Church to hold their annual meeting in the Stepheson Suite. Furthermore, on that same day we had another booking at the Dobson Suite for National Education Union. That day everyone was extremely busy with both events. As I’m comfortable working with different technology, I came forward to assist guests for setting their laptops and helped them to install overhead projector suite in their laptop. My supervisor was very happy with my proactive approach and praised me at the end of the shift.  
Another role I was able to hold during my placement was in Safety and Security department. I briefly went through almost all aspects of the department. I started with ensuring guest safety, protection team. I worked at the main entrance of the hotel where we had to work with the luggage and body scanner. In one instance I received one guest is carrying a weapon and I really got frightened. However, the guest was carrying the license of his gun as he is personnel from a top-rated security agency, therefore, my supervisor allowed him to enter the hotel with his gun (USCCA, 2023). After that I worked on hotel surveillance system. I learned how to use CCTV to observe and spot any suspicious activity in the hotel premises. Now I’m planning to install CCTV system in my house also to avoid any unwanted incident. Moreover, I learnt to use of the panic alarms. My supervisor also instructed to memorize the escape route in case of fire or if necessary. As I already ad first-hand experience of using fire alarm and emergency exit, I know the importance of such facility in any business. My supervisor was very happy to see my eagerness of safety and security and offer me to join a half day training on use of fire extinguisher and fire safety from the UK Fire group organized for newly recruited employees for free (UK Fire Group, 2020). 
This placement provided me a different and through insight of the hotel guest service operations. I enjoyed the experience thoroughly. Knowledge of working in the different sector with different supervisors and member of staffs enabled to identify my potential and this also helped to develop my confidence of working with guests. Last ten weeks helped me to realise and appreciate the responsibility of an individuals on entire guest service operation. From now on I will try to improve my communication skill to enhance my ability and make myself suitable for the hospitality industry. 
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