





Learning log: Hotel Placement - Managing Guest Service Operations.
Module Name: Managing Guest Service Operations
Module Code: BMIH6003
Module Leader: Natalie Brailsford



Student Name: Md Taslim Olid
Student ID: 2027984



Providing a positive and impressive experience to the guests is the main motive of the guest service department of Delta Hotel. To ensure that each guest is satisfied, it is the guest services department's priority to provide them with excellent service and that will ensure customer repetition. Responding to guests’ questions, giving housekeeping, providing information, arranging rooms, giving laundry services, and cleaning common areas are the functions performed by the staff of the guest service department.
As a placement when I joined Delta Hotel, the head of the guest services department welcomed me with open arms along with introducing me to the rest of the team. He let me in on how they give their customers what they want and need in the hospitality industry. I'm well aware of this hotel's market position in comparison to its competitors within the hospitality business. Instead, I started working in housekeeping for the hotel's guest services department. I take suggestions from the existing staff of this department in case of carrying out the tasks that have been assigned to me. I also found out that regular room inspections are performed with the aim of keeping data as current as possible. The head suggested me on my first day to observe how the staff interacted with guests so that I could get an idea regarding how to respond to different questions from different guests. The team's technique of communication was impressive, and they made every effort to ensure that their responsibilities were met. 
Objectives
· Keeping all areas, from common areas to individual guest rooms, spotless at all times  
· Taking care of the laundry and doing your part to keep the restrooms clean in an effective and time-saving manner
· Using high-quality equipment and non-hazardous cleaning supplies to deep clean the entire hotel  
· Maintaining a pest-free environment; ensuring that the hotel's decor is up to par with established norms in the field 
· Providing correct responses to questions raised by clients at all times.  

Employees in the housekeeping division of the guest services department contribute significantly to the overall endeavour to deliver a satisfactory experience for customers because of the close interaction they have with guests. After completing my placement, I realised that the housekeeping staff is primarily responsible for the smooth operation of the hotel because they have a close relationship with the guests. Customers are treated exceptionally well in the hopes of fostering a lasting relationship that will aid the business in keeping its current clientele around for longer. Everything from common area cleaning to in-room dining is included in this service. The head of the Guest service department emphasised the need to be adaptable, confident, and clever when interacting with guests at the Delta Hotel. Because the cleaning staff at Delta Hotel is a direct reflection of the hotel's overall quality and reputation, it is sometimes referred to as the "backbone" of the hotel. The hotel's cleaning crew works hard to ensure that all visitors have a pleasant stay by maintaining a spotless, sanitary, and pleasant atmosphere. Maintaining cleanliness both in rooms and common places is necessary as it creates positive experiences that will increase customer loyalty. The functions that completed by the staff of the guest service department are lobby, restaurant, gift shop, gardens, offices, public areas, parking lot, etc. fall under this category. There can be times when the housekeeping staff needs to fix broken furniture. In addition, I maintain a number of the hotel's flower arrangements to create an eco-friendly setting that will create a positive vibe among the guests regarding the hotel as sustainability is important everywhere.
 The management provides an opportunity to attend a number of training courses that have helped me expand my theoretical understanding. Despite the fact that the academic material I am learning here is so different from the actual tasks I have been assigned, I am really appreciative of this chance. The instructor imparts knowledge across many different topics in training courses including online classes and publications. Cleaning the common areas, being friendly and helpful to guests, finding out what information they need, cleaning the service areas, doing washing, pressing clothes, doing dry cleaning, and so on are all examples of such topics. The cleaning department at the Delta Hotel hired me after I completed the required curriculum for the guest service operation department. This position allows me to immediately put into practise the skills and information I have acquired over the past few months. The most crucial consideration, however, is that theoretical and actual understanding are totally dissimilar. By applying my skills in a number of work settings, I have been able to learn about and gain experience in this field. Also, not every conceivable eventuality is covered in great detail in the book. While I was working as a placement, I had an unpleasant situation in which a customer shouted at me because I did not provide him the laundry service he wanted. I could not deliver it because of the rush of this section. However, I Apologized to him and convinced him very politely.
In conformity with Kolb’s learning cycle, I was only placed there temporarily and have no relevant experience, I faced a number of difficulties in my role. Cleaning the service areas, understanding why customers were staying at the hotel, quickly responding to requests made by guests on the floor, enhancing the guest experience, etc. were all challenges I faced. However, I gained practical knowledge by working there which is essential for my career in the hospitality industry. Through working in this department, I learned how to manage tasks, how to manage problem customers along how to enhance self-development. The unfortunate matter is that it is an unpaid job and I could complete a course if I did not work there and it is my lost opportunity.

Through my placement, I have gained experience in a variety of areas, including problem-solving with guests, organising guest rooms, arranging bedrooms, greetings guests, coordinating with other staff under this department, and guaranteeing proper guest service in terms of safety, cleanliness, comfort, and special for the intended guests. I have also learned to supervise other employees in terms of discipline, establish and maintain order, and communicate effectively with guests. On the other side, I needed to learn how to maintain the service areas clean and how to organise additional room services. I'm always trying to get better at things like talking to people and solving problems, working well with others, being organised, paying attention to detail, being a good listener, and so on.  
I faced several management issues throughout my placement at the Delta Hotel. Inadequate cleaning of public spaces was an issue for the hotel, including complaints from guests about a lack of cleanliness and possible negative comparisons to the services offered by other hotels. In addition, the hotel's reputation would suffer as a result of guests' worries about cleanliness. Another issue is that the laundry section was not enough organised for the hotel as it is a large hotel. During my time as a placement, I observed a low evaluation from a customer because of an issue with guest service management. I went to the head of this department and convinced him why service recovery is very important for making sure the customer is happy. If were the head of this department, I talk very strictly with the staff of the cleanliness section along with providing them with enough supervision to solve the problem. To improve the laundry service section, I will arrange a laundry service room on each floor. 
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