APPENDIX 1
Level 6 Hotel Placement – Weekly Journal Entry
STUDENT: Rica Ramona Chivu/2132458
	Week 1

	Experiences/Tasks/Challenges/Lessons
Front Desk
	Shift

	Student Signature
	Hotel Mentor Signature

	                                                    Experiences
· Teamwork
· Work under pressure
· Multitask skills
· Customer service skills
· Managing unexpected issues.

                                                    Tasks

· Check hand over diary
· Guest Check-Ins/Check-Outs
· Reservations
· Phone/Email Queries
· Check the lost property log and make sure all the lost property has been dealt with and signed off
· Ensure any new reservations are set up correctly.


	


01/10/2021
7am-3pm


04/10/2024
3pm-11pm
	



Rica Ramona Chivu
	



Dessy Koleva-Smith

	
                                      Challenges 

· Guest Complaints – room temperature, too cold and the heaters broken
·  System Issues – system down, all the computers off
· Communication Challenges – valuable information has not been passed to the next shift.

                                       Lessons 

· Prioritization
·  Swift problem-solving
·  Communication
· Scheduling appointments
·  Answering phones 
· Helping visitors.

	
	
	






	Week 2

	Experiences/Tasks/Challenges/Lessons
Front Desk
	Shift
	Student Signature
	Hotel Mentor Signature

	                                                      
                                                     Experiences

· Guest service and interaction
· Handling rushes
· Special event set up and coordination
· Dayli operations and side work.

                                                        TASKS

· Checked in 48 guests, most of them with early check-in requests
· Managed 2 group reservations and coordinated with housekeeping
· Oversaw 15 phone queries regarding parking and check-in policies.



	08/10/2024
8am-5pm









10/10/2024
3pm-11pm
	





Rica Ramona Chivu
	





Dessy Koleva-Smith

	

                                                     Challenges

· Multiple complaints due to children in the lobby
· Accommodate last minute requests for limited numbers of rooms or rooms with a limited number of available beds
·  Increase in the workload, resulting in manually enter the entries.

                                                   Lessons
· By listening to and providing options to the guests, I was able to improve my technique for de-escalating their complaints
· By developing a more efficient way to track and sort through manual check-ins, I was able to avoid confusion during the system outage
· By becoming more knowledgeable about the room assignment process for large groups, I was able to prioritize the needs of the guests while following hotel policies.


	
	
	




	Week 3

	Experiences/Tasks/Challenges/Lessons
Food and Beverage
	Shift

	Student Signature
	Hotel Mentor Signature

	
                                            EXPERIENCES

· Interacting with guests                           
· Taking orders
· Serving food and drinks.

                                             TASKS

· Assist guests by taking orders, delivering drinks and food, clearing tables and helping them with their requests
· Understanding presentation standards and how to size portions
· Assist with the preparation of dining areas and setting up tables.


	14/10/2024
3pm-11pm






18/10/2024
7am-3pm
	





Rica Ramona Chivu
	





Russell Fletcher

	
                                                CHALLENGES

· Prone to high-pressure situations, particularly during rush hour 
· Keep up with multiple tasks while also ensuring the quality of service
· Comprehending and addressing difficult customers 
·  Maintain operational effectiveness and customer satisfaction.

                                   LESSONS

· A lot of trivial details count when it comes to making a guest feel welcomed and served well
· A small gesture, like remembering a guest's preferences, can make a significant difference
· Interacting with individuals with varying needs and moods, empathy and patience will grow
· Teamwork. It teaches the importance of supporting and understanding other people's difficulties.

	
	
	




	Week 4

	Experiences/Tasks/Challenges/Lessons
Food and Beverage
	Shift
	Student Signature
	Hotel Mentor Signature

	
                                  EXPERIENCES
· Deeper understanding of food and drink establishments' menus and the dietary restrictions that apply to them
· Working in a variety of shifts, such as during weekends and mornings
· Understanding the various aspects of food preparation and wine pairing.

                               TASKS

· Understanding the billing procedure 
· Keeping track of all transactions and ensuring that the correct amount is being charged 
· In addition to stocking checks, helping with the ordering of supplies and the upkeep of the warehouse's facilities
· helping with the organization of the areas in the warehouse and stocking checks.

	22/10/2024
8am-4pm






	



Rica Ramona Chivu
	



Russell Fletcher

	
                                 CHALLENGES 

· Communication breakdowns can sometimes occur within a team, especially when there are heavy workloads
· Learn how to maintain composure, keep the exchange clear, and make sure the discussion goes smoothly
· Managing large groups of customers during rush hour and making sure that the orders are processed quickly and correctly.

                                       Lessons
· Effective communication with colleagues and guests is critical for ensuring smooth operations
· Improving non-verbal and verbal communication skills
· Gaining an appreciation for inventory management, food costs, and the economics of the restaurant industry.


	





27/10/2024
8am-4pm
	
	




	Week 5

	Experiences/Tasks/Challenges/Lessons
Human Resources
	Shift

	Student Signature
	Hotel Mentor Signature

	
                                                       Experiences

· Interact with individuals from distinct cultural backgrounds and develop their cultural competence and enrich their work experience
· Training employees to meet the standards of excellence in customer service.

                                             Tasks

· Conducting interviews and screenings for various positions, such as housekeeping, kitchen staff and front desk management
· Administering benefits and payroll.

	30/10/2024
3pm-11pm







02/11/2024

3pm-11pm
	



Rica Ramona Chivu
	



Gareth George

	
                                     Challenges

· HR professionals must find ways to entice and retain skilled workers
· It is often necessary to hire for peak seasons and reduce staffing for off-seasons in order to maintain the quality of service.

                                        Lessons

· Maintain standards of service by developing strategies and procedures that involve employee motivation and engagement
· Various forms of training, particularly in areas such as customer service, are essential for maintaining a consistent and high-quality experience for guests and employees
· Teamwork is essential in hospitality, as it can result in enhanced guest satisfaction and efficiency.
	
	
	






	Week 6

	Experiences/Tasks/Challenges/Lessons
Human Resources
	Shift

	Student Signature
	Hotel Mentor Signature

	
                                                  Experiences

· Managing the hiring and training of employees, 
managing the various crises that arise during a 24-hour operation.

                                                   Tasks
· Oversee disciplinary procedures and regular evaluations
· Managing employee relationships, ensuring a harmonious workplace setting, and addressing grievances.
	


05/11/2024
8am-4pm






	


Rica Ramona Chivu
	


Gareth George

	
                                              Challenges

· Staff members in hospitality establishments work long hours, often in high-pressure situations
· Being able to comply with various regulations and labour laws is also important in order to avoid legal issues
· In order to create an environment that is inclusive, HR professionals must first navigate through the various language and cultural differences among employees.

                                                Lessons

· The hotel industry requires flexibility in order to oversee various unexpected situations
· Communication must be clear both in order to set expectations and in order to ensure seamless coordination among various departments.

	



08/11/2024
8am-4pm
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