Leicester Marriott Hotel - Placement 
This internship aims to recognize the internal organization of a four-star hotel, the procedures used in the accommodation, Front-Office, Housekeeping, C&B Conference and Banqueting departments, and the responsibilities assigned to employees. During the internship, which took place between January and April 2023, it was possible to carry out different functions in the central departments of the hotel, C&B, reception and Housekeeping. Since the internship in this hotel is considered as a hotel worker, through the practice of tasks and observation, it was possible to know the procedures adopted in these sections and quickly know the responsibilities of the employees of the different departments.R5 The internship took place at the Leicester Marriott Hotel, from January to March, 2023. The internship objectives were successfully developed.
The internship report aims to explain the implementation of the internship to the organization of the Hotel and, in this sense, transmit the acquisition of new knowledge and development of skills during the internship.R4 The applied methodology: bibliographical references, informal interviews with the Hotel's employees and observation and participation in the Hotel's functions allowed us to develop these themes and carry out this internship wholly and correctly, thus reaching the pre-defined objective.R10
The Leicester Marriott hotel, being a hotel establishment focused on clients or corporate guests looking for alternatives for their companies, such as practicality, economy, comfort and safety of their team and clients, has specific characteristics concerning business hotels.R1

Housekeeping Department
This department is responsible for cleaning and sanitizing guest accommodations (rooms and floors) in all hotel public areas, providing amenities for guest services, managing and coordinating the cleaning team, managing rooms, clothing from the F&B department, hotel department uniforms,  and customer/guest clothing. R6 This hotel does not have laundry, so a company outside the unit provides these services.
My placement in this department started as a housekeeper, responsible for tidying, cleaning and sanitising the rooms and common areas, ensuring the well-being of the guest during their stay. R7The housekeepers gave the training with some speed because most days, the hotel is 70% to 80% complete, and the supervisor gave information at the beginning of the shift. The trolley that carries all the necessary materials to perform the service must be refilled at the end of the shift.
Specific technical knowledge is not necessary, but it is desirable to have experience in the tourism/hotel area, or in-house training to become familiar with specific cleaning products and faster and more efficient tidying techniques. It is extremely important for the housekeeper to be organized, to treat guests formally, to maintain discretion, to be responsible, quick and punctual. It is also essential in this profession to maintain a good personal presentation, wearing the designated uniform and keeping it clean. R8
In this department was noticed a lack of care regarding the presentation of employees, having too much autonomy when it comes to confirming the cleaning completed directly to the front office, leaving some errors detected later. Some employees had low level of English, making it awkward for some customers at the time of asking for information or services. The inappropriate use of cell phone on social networks, during working hours, because it is allowed to use the phone, because of having a WhatsApp group to communicate with managers. Perhaps due to a lack of staff, the hotel has to rely heavily on the Indeed recruitment agency. It was also noted a lack of communication from the front-desk, with requests from customers for later check-out.
It was possible to shadow Klaudia, assistant to the executive housekeeper Mr. Dickson, being her responsibility to organize the housekeeping duty rota of the week where she breaks down the working hours of employees and any forecasts such as absences, holidays and others, deliver on paper the rooms to be cleaned per day to each employee, supervise all the rooms of the hotel unit, and send a message via telephone from the respective room their state of cleanliness, for better organization of customers by the front-office. 

Tentar por fotos 

Conferenting &Banqueting
The Conference and Banqueting department at Leicester Marriott Hotel is organized into different sub-departments, such as sales, operations, and event management (Walker, 2016).R2 The sales or Event department is responsible for identifying potential clients and negotiating contracts, while the operations department oversees the execution of events and ensures customer satisfaction. The event management team is responsible for planning and coordinating all aspects of the event, including food and beverage services (Reid, Bojanic, & Robinson, 2017).R3 Overall, the department follows a well-structured system that allows for the efficient and effective delivery of services to clients.
This department works exclusively in its 21 meeting and event rooms on the second floor and two more event-focused rooms on the ground floor, and has created notoriety among clients. Some rooms have been designed for specific events, as you can see in the pictures.
Falta referencia hotel
Fotos salas
Every day it is described on a board the events that will take place on that date, by Venue, Company, client's name, number of people, refreshments hours and extra requests and red coat which are the special clients. Generally in each room there is a box with pens, remote control of the video system, glasses, and bottles of water, one for every 3 people. In the break rooms there are cookies, coffee machines, tea, and in the mini bar water with 3 different flavors. Upon request, snacks are served in the lounge or in the break area, provided by the kitchen, most lunches are in the Market Kitchen.

The organization of the tasks is almost perfect, we only noticed some disorganization with bolder events of the afternoon shift, with regard to the staff, not being qualified and scarce, without time for a prior preparation of exposure of tasks to be performed, the quality service degrades,the sympathy of the chefs ends up softening the dissatisfaction of some customers.R11

Front office 
The experience in this department can be considered scarce, because at my request it was only possible to stay for 1 hour, due to overwork in the C&B department where I was placed.
One of the main actors and that directly influences the image of the hotel with the guests is the F&B, being the first to have contact with customers, representing the company as a whole, so his work must be impeccable to achieve better results and guest loyalty in your hotel.R9 The employee must be patient, helpful, polite, empathetic, and always with a smile on his face. It is a fact that this profession requires hard work, because the unexpected is frequent, each person is different and thinks in a different way, so unusual questions and requests arise all the time, having to be always ready to solve them promptly.
Based on the time that was made available, it was possible to understand that this department is responsible for check-in and check-out, provides personalized service to the public in partnership with other departments, guides guests, resolves situations such as overbooking, clarifies doubts about the services and infrastructure that the hotel offers, informs about tourist spots and nearby businesses. Making reservations and cancellations belongs to the Sales department team.

Every morning and reviewed by all receptionists the Check List of the day, there is one for the morning shift and another in the afternoon, which explains all the steps you have to do during your shift with timetables broken down, as you can see in the photo, dividing the tasks by team. Register yourself in the hotel operating system, the Oracle - Hospitality- OPERA, and all the steps registered in the system will be printed in paper, being a security mean in case the backup system fails, being able to continue with the normal operations of the department and not fail with the client. Always be on top of the event in case of any revews on the booking platforms, such as Booking.com, TripAdvisor and Expedia and respond immediately. 



 Em conclusão:
The internship represents one of my first contacts with the hospitality work world. For this reason, it is considered a period of extreme relevance since it is at this moment that all the skills acquired in an academic context are put into practice, and new skills and work methods are acquired to be applied in the professional future. In general, it was well accepted by all those who joined this institution for providing me with as much information as possible for good execution of tasks and excellent adaptation to work teams. The position of this group of collaborators motivated a nostalgic feeling at the end of this placement, due to a general sympathy for all the associates, without exceptions, of this tourist enterprise, without barriers both in terms of language and teamwork, facilitating a quick adaptation in the tasks to be performed in the various departments. Unfortunately, it was only possible to experience some departments for apparent reasons, lack of experience in the tasks to be performed and perhaps due to lack of internship hours. A mutual feeling was communicated of coming in their own time to be able to join the Marriott family as an associate after finishing this education.
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