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Managing Guest Service Operations includes operating guest operations in Housekeeping, Front Office/ Reception, Leisure Club and Meetings/ Events.

31.01.2023.
My placement at Marriot Hotel Maida Vale started on Tuesday, 31st January, at 8.30 in the morning in the housekeeping department. I was placed to work on this date alongside the porter named Saul. The porter's work is heavy and includes many duties and responsibilities. Morning duties include delivering all clean linen and towels to 2 storage rooms on each floor. There are seven floors in this Marriot Hotel. He is responsible for any inquiries made by the guests of the hotel and by the cleaners. Suppose they need the mattress to be turned over or anything they need, from magazines to water or biscuits. His phone is always on to be called and redirected—afternoon, his duty includes taking down all the dirty linen and rubbish bags. Speaking with him I found out that he is paid 12 pounds an hour, which is not enough for his work. 




This Marriot Hotel employs two porters. The first one is doing shifts from 7 am to 4 pm, and the second starts the latter shift. The hotel was 55 % occupancy, and more than two porters were needed. In the summertime, when the hotel is in full occupancy, Saul said that he runs all shifts and overtime and even sacrifices his brake to do all his duties. I recommend hiring a third porter full-time, which will bring more flexibility and happy employers, and waiting times for servicing customers' requests to go down. As far as I spoke with Saul, the quiet time in this Marriot is January, February, and March. The rest of the time, the hotel operates at total capacity, which proves that hiring a third porter will be beneficial.

01.02.2023
 I worked with Housekeeping. On this date, I worked with Alina, the cleaners' manager. The date starts with a short meeting in the office, giving each lady which room has to be cleaned on each floor, taking the master key and signing for it. Later, I went with her to each room, seeing her check every room to see if it was cleaned to the standard to be given to the front desk and ready for guest occupancy. Alina is a very professional lady who started as a cleaning lady and went up the ladder. I found Alina to be a great asset to the housekeeping team. During the second half of the day, I worked with the second porter, which confirmed my recommendation to be hired as a third porter. 

7.02.2023

On this day, I spend my last day with the housekeeping team. I was pleased to meet Mrs Elizabeth R., executive Head of Housekeeping. The day I started with a meeting of the housekeeping team discussing the Marriot Maida Vale's trying to obtain a certificate for going green. They addressed the towel situation, when to change guest towels and when not. Plus, they switched from water being in plastic bottles to using glass ones to be recycled. I found a problem by speaking with the porter about changing the water bottles from plastic to glass ones. Glass bottles are much heavier to be transported by the porter to each floor of the hotel and bring hazards when they break. 
The hotel's management has yet to consider all these concerns. After I helped one of the cleaners with her rooms, as I can speak Russian, I understood they are paid 6 pounds a room. One of the ladies had to wait 2 hours from 1 pm to 3 pm to clean three rooms. What I found appalling is that she is not being paid for these 2 hours of waiting time. This is a disgrace to me; it is not correct in any way possible. Being in the E.U. allowed the U.K. to obtain cheap labour to enter the market from Eastern Europe and the employers to gain full advantage. Now U.K. is out of the E.U., and this mentality of the employer must change and adapt. The employer must start paying better and try to Improve the working condition if they want to keep their workforce. I spend a few more days with the housekeeping department, getting to know everyone on the team. Manager Vince has been working for the company for more than 15 years, knowing his job inside out.

My time spent with the housekeeping team was an eye-opener; this department is the backbone of the hotel industry. It is a hardworking department, and the people working there deserve much more recognition from the Marriot hotel. The whole team was working hard, underpaid and underemployed with a smile giving the best of service. My gratitude for allowing me to work side by side with you.
21.02.2022
My next shift at Marriot Made Vale was spent with Front Desk. I worked with Meerain. 
Marriott Front desk operations refer to the procedures and tasks involved in managing a Marriott hotel's front desk. The front desk is the first point of contact for guests, and it is essential to provide excellent customer service to ensure a positive guest experience. Here are some of the critical front desk operations at Marriott:
1. Greeting guests: When guests arrive at the hotel, the front desk staff should greet them warmly and make them feel welcome. They should check the guest's reservation details and verify their identification.
2. Check-in and check-out: Front desk staff should assist guests with the check-in, and check-out process, including providing room keys and answering any questions guests may have about the hotel.
3. Room assignments: Front desk staff should assign rooms to guests based on their preferences and availability. They should also keep track of any special requests or requirements, such as non-smoking rooms or rooms with specific amenities.
4. Reservations: Front desk staff should manage and update reservations, including cancellations and modifications. They should also provide information about room availability and rates to potential guests.
5. Payment processing: Front desk staff should process payments for guest rooms, including handling cash, credit card transactions, and billing to corporate accounts.
6. Concierge services: Front desk staff should provide information and assistance to guests regarding local attractions, restaurants, transportation, and other services.
7. Complaint resolution: Front desk staff should promptly and professionally address and resolve any complaints or issues raised by guests.
Overall, Marriott's front desk operations are critical for ensuring a smooth and enjoyable stay for guests and require staff to have excellent communication and customer service skills.
Meerain is hardworking, very professional with the guest and efficient. However, I discovered the reception needs to be more staff because they have many duties. Very often, they have to stay behind after their shift finishes. They often must cover the concierges' duties because Marriot is struggling to find stuff for this position. I found out by speaking with staff working at the Front desk are generally unhappy and thinking of leaving the job. With the current financial situation in the U.K., the rising inflation plus Brexit, Marriott Maida Vale will find themselves in the difficult position of finding stuff if they do not bring the salary up corresponding to the inflation in the U.K.
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