
Managing guest service operation 
BMIH 6003
Student name:Luciana Maria Dobra 

Week 1 (30th Sept - 6th Oct)
	Experiences/Tasks/Challenges/Lessons (outline hotel department)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	Department: Front Office (Reception)
	
	Luciana
	Arita Riska

	Experiences/Tasks: Helped with guest check-ins, answered broad questions, and offered concierge services. Watched front desk activities at busiest check-in periods.
	
	
	Arita Riska

	Challenges: ran across a problem with overbooking causing a guest's room to be inaccessible. Longer than planned, worked with the bookings crew to move the guest to another hotel.
	
	
	Arita Riska

	Lessons: discovered overbooking rules and developed understanding on how to keep customer happiness even in demanding conditions.
	
	
	Arita Riska

	Positive Experience: Helped a visitor successfully arrange dinner plans, and got compliments on the fast service.
	
	
	Arita Riska

	Future Learning: Would want to learn more about overbooking techniques and other ways to lower guest discontent.
	30th Sept 2024 / 9:00 AM - 5:00 PM 
5th Sept  2024 
9am-5pm
	Luciana
	Arita Riska


Week 2 (7th - 13th Oct)
	Experiences/Tasks/Challenges/Lessons (outline hotel department)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	Department: Leisure Club
	
	Luciana
	Arita Riska

	Experiences/Tasks: Oversaw membership questions, helped with guest check-ins at the Leisure Club, and guest access to gym facilities.
	
	
	Arita Riska

	Challenges: Handle a technical problem whereby a guest's inconvenience results from a treadmill stopping working during use.
	
	
	Arita Riska

	Lessons: discovered the need of quick problem-solving abilities and open contact with visitors in reducing annoyance.
	
	
	Arita Riska

	Positive Experience: Oversaw a new member finishing their gym introduction and went over all safety procedures. The member said thanks for the help.
	
	
	Arita Riska

	Future Learning: Would like further knowledge on the rules pertaining to health and safety for exercise equipment.
	7th Oct 2024 / 10:00 AM - 6:00 PM
9th oct 2024
9am-5pm
	Luciana
	Arita Riska


Week 3 (14th - 20th Oct)
	Experiences/Tasks/Challenges/Lessons (outline hotel department)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	Department: Meetings and Events
	
	Luciana
	Arita Riska

	Experiences/Tasks: Helped to arrange seating, set up a conference event, and guarantee equipment was running as it should.
	
	
	Arita Riska

	Challenges: A misunderstanding about the attendance count resulted in a chair shortfall.
	
	
	Arita Riska

	Lessons: discovered the value of verifying material twice and keeping open lines of contact between hotel employees and event planners.
	
	
	Arita Riska

	Positive Experience: Received compliments for quickly shifting chairs to house more people.
	
	
	Arita Riska

	Future Learning: I would like to investigate better approaches to manage last-minute modifications for events.
	14th Oct 2024 / 9:00 AM - 5:00 PM
16th Oct 8:00 am-4:00pm
	Luciana
	Arita Riska


Week 4 (21st - 27th Oct)
	Experiences/Tasks/Challenges/Lessons (outline hotel department)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	Department: Front Office
	
	Luciana
	Arita Riska

	Experiences/Tasks: shadowed a manager and helped with daily account reconciliation. Watched how shift handovers are handled.
	
	
	Arita Riska

	Challenges: found it challenging to grasp the process for managing visitor payments using foreign currencies.
	
	
	Arita Risks

	Lessons: had trouble understanding how to handle foreign currency guest payments.
	
	
	Arita Riska

	Positive Experience: managed a group check-in for a business event with success, therefore guaranteeing a seamless and quick experience.
	
	
	Arita Riska

	Future Learning: Make plans to study the accounting practices and foreign exchange management policies of the hotel.
	21st Oct 2024 / 8:00 AM - 4:00 PM
26st Oct 2024.
10:00 Am-6:00 PM
	Luciana
	Arita Riska


Week 5 (28th Oct - 3rd Nov)
	Experiences/Tasks/Challenges/Lessons (outline hotel department)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	Department: Meetings and Events
	
	
	

	Experiences/Tasks: Helped to plan a wedding reception. Oversaw guest demands all during the event and worked with the food crew.
	
	Luciana
	Arita Riska

	Challenges: A guest grumbled at a slow food serving pace. kept the visitor updated and worked with the kitchen to speed things along.
	
	
	Arita Risks

	Lessons: Discovering the value of early communication of delays helps one to control guest expectations.
	
	
	Arita Riska

	Positive Experience: successfully handled various guest requests and got thanks for the meticulous approach.
	
	
	Arita Riska

	Future Learning: Want to improve my event planning abilities, especially in relation to departmental coordination.
	28th Oct 2024 / 2:00 PM - 10:00 PM
29th Oct 8:00am-4:00pm
	
	Arita Riska


Week 6 (4th - 10th Nov)
	Experiences/Tasks/Challenges/Lessons (outline hotel department)
	Shift (Date/Time)
	Student Signature
	Hotel Mentor Signature

	Department: Leisure Club
	
	Luciana 
	Arita Riska

	Experiences/Tasks: helped keep an eye on the swimming pool area to make sure people followed safety guidelines. Answered visitor questions concerning spa treatments.
	
	
	Arita Riska

	Challenges: Had to deal with a child roaming unaccompanied about the pool, so creating a safety hazard. spoke with the parent outlining the safety issues.
	
	
	Arita Riska

	Lessons: Developed skills in tactically handling safety concerns to guarantee a safe surroundings for every visitor.
	
	
	Arita Riska

	Positive Experience: Helped a guest arrange a spa treatment package; they showed thanks and delight for the help.
	
	
	Arita Riska

	Future Learning: Would like further knowledge on the recommended practices for handling safety in recreational environments.
	4th Nov 2024 / 11:00 AM - 7:00 PM
6th Nov 10:00am 6:00Pm
	Luciana
	Arita Riska



I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidece
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