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The internship is essential to the professional plan because it gives the necessary training to establish a cross-sectional understanding of all departments in a hotel and gives the chance to learn about the challenges and solutions faced inside. The internship supports the academic element of the course and helps students build employable skills (Chen, Hsu and Chun, 2017).
[bookmark: _Toc129375735]Experience of placement in Reservations Department

While I have done my placement at Mercure Atlantic Tower, located in Liverpool city centre I have been moving around different departments in order to achieve the goals that a Manager position will need in his career. 
One of the departments where I did my placement was the Reservation department, where I was willing to assist, observe, and engage with Mercure hotel employees. The housekeeping department was the second area of the back office where I assisted cleaning staff in overseeing and delivering expertise gained throughout my International Hotel Management course.
Scheduling bookings is just one aspect of the reservation department's duties, other than this it keeps track of tourist flow data, which are used to achieve the objectives set like business development and advertising approaches. The hotel's reservation staff perform a crucial role in terms of the guest and the establishment. 
The first genuinely direct contact point with a hotel is frequently a reservation team, and the dialogue that takes place on the initial call highlights to the guest the service they will receive if they choose to sign. Being the initial point of contact in a service-oriented industry is a critical responsibility. With efficient scheduling and training, reservation employees may not only generate significantly more money but also improve the experience for customers, motivating them to return to the property again (Pizam, 2014).
In the reservation team, I notice an issue regarding the information that has to be transferred into the opera system to inform the Front office team about bookings. 
The reservation team aim to schedule its operations and has to be ready for an anticipated guest. As a result, the hotel offers amenities and services that are necessary, such as security and transportation, and when guests reserve rooms, the reservation department record their requests. This gives the hotel additional insight into the visitor’s preferences, enabling it to better delight the visitor and fulfil any special requests made by the visitor while completing the booking (Luo and Qu, 2016).
The reservation team perform all hotel booking enquiries, communicates with guests, and regularly checks room and bookings progress.
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The reservation department is battling with outdated equipment, which causes issues with Wi-Fi, resulting in poor guest communication and delays in responding to their demands. A solution of this serious issue is to finance in new devices and upgrading Wi-Fi will certainly be vital for businesses to deliver better services to their visitors and interact effectively.
While I was in the reservation department I learn to deal with emails, and phones, which I felt a bit overwhelming because of the number of requests that occurred in this area. 
I was able to stay next to Joe and Deppy the manager of reservations, where they explain to me all the processes and steps which need to be followed by the reservations team to achieve profitability but also guest satisfaction, therefore the duties in this department are reflected in answering to client enquiries about accommodation occupancy, pricing, and facilities, after collecting the necessary information about the reservations with precision and efficiency the consumer information is entered into the Opera system which is linked to the front office, where they can manage the check-in and depends of the guests' requests are allocating the rooms or the services which they are paying to have them and the reservation team should update the comments notes in Opera in regards of guests payments, so the front office will be able to collect payments from future guests (Wu, 2018).
I needed to learn that is important to know how to guide and support consumers in finishing the registration process.  Respond to client concerns and fix any problems, manage to change the reservations accurate in Opera, and update bookings making part of the reservation department duties (Kursad, 2019). 
Another issue which is constantly happening in the reservation is overbooking, especially during the weekend. The employees have to be trained on what to do next because both the guests and the receptionist undergo anxiety during periods of overbooking. What I found interesting is that the reservation department calls nearby hotels, including Crown Plaza and Radisson Blue, to inquire about availability and rates in case the hotel is overbooked so they may advise their clients to locate alternative overnight. This is a solution to avoid guests’ complaints and the potential drawbacks brought on by overbooking should be reduced by preparing personnel beforehand and having a plan in place with the team's support. In this manner, the hotel may raise profits to their highest level and avoid the unfavourable press.
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I got the opportunity to assist also in the housekeeping department, where I saw how hard the employees are working. While I assist in this department, I was able to inspect the rooms and see the employees' effort in trying to do their best to clean and prepare for the guests. 
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The issue that I noticed here, is the fact that the rooms require to have proper maintenance in regard to the air conditioner, which most of the time is not working, the rooms required to be paint and refurbishment (Brody, 2016). The solution is obviously to make a map for the costs that will imply the redecoration of the room and to start to make changes to make a good impression on the guests (Freed, 2007). 
In one of my shifts spent in the housekeeping department, I was able to assist in the preparation of the room where the guests have requested a room decorated for a surprise.
So basically, the guest paid £25 to have this love package which includes petal roses, chocolate, and champagne (Mercure, 2023). At this point I was able to support with my knowledge and experience achieved in Level 5 and to help in creating a towel origami for the guest, in order to provide the wow moment and unique experience. I was proud to show my skills learned at the course and to give advice to implement towel origami in the future because it helps to improve the guests' experience, therefore housekeeping is there to create a first and lasting impression about the hotel because the selling point is the room (Johnsons, 2023). Only in this way, the hotel can benefit from retaining and gaining more guests which will bring profitability along with positive feedback ( Tavitiyaman, Chan and Miu, 2022).
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In conclusion, having this opportunity to assist and manage the housekeeping and reservations departments help me to understand the importance of the guests’ preferences and to be prepared for any situation, like overbooking, the necessity of employing new staff and offering a proper training to achieve the hotel and manager reputation. 
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