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Level 6 Hotel Placement – Weekly Journal Entry

	Week 1

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Housekeeping Department 
I was assigned in the housekeeping department in the first week of the placement at Holiday Inn Sunderland. I gathered the following experiences in the department:
· I shadowed a supervisor role in the department. As a supervisor, I was responding for maintaining the service standards of the hotel, providing services to the guests, coordinating the staff, and complying with the room inspection protocols. 
· I assisted the housekeeping teams to prepare at least 20 rooms daily. They prepared the room for the guests check-in. The key tasks in the room preparation involves vacuuming, sanitising the living area and rooms, and bed making. 
· I utilised the Property Management Systems of the hotel for tracking the inventory level. The housekeeping team informed me about the restocking of linens and toiletries and I shared the information in the PMS to inform the supply chain of the hotel. 
· I observed a complaint resolution incident. One day a guest informed the supervisor that he do not have the pillow in his room. For the missing pillow, the supervisor immediately arranged one and also provided a complimentary amenity kit. 
While performing my tasks in the department, I experienced negative aspects which I termed as challenges here:
· I had issues with my time-management skills. I have moderate time management skills, yet I struggled to accomplish all my tasks within due time in the housekeeping department. It was because the department had understaffing issue and the existing employees had to take additional responsibilities during peak hours. 
· Lifting heavy carts is challenging for me. It requires physical strengths and labour. In addition, standing for a long shift is also challenging for me. These things overwhelm me in my housekeeping job. 
· Initially, I was not familiar with the hotel’s PMS. I could not operate the system properly. 
From my experiences and challenges faced in the workplace, I learned the following lessons:
· Housekeeping staff should have attention to detail skills. Any unstock amenities can affect guest satisfaction. 
· The housekeeping staff requires continuous communication with the front office staff. 
· Housekeeping staff must have the ability to adapt to the changing situations. 
First when I inspected a room, I was very nervous and anxious because I had no prior experience and I got no guidance from my supervisor. I went to the room inspection alone. Later guests left positive remarks on the hotel’s room services that made me confident in my job. 

	6 P.M. - 2 A.M.
20th January
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	Week 2

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Maintenance Department 
I took responsibility in this department at the second week of my placement at Holiday Inn Sunderland. I achieved some new experiences from the work opportunity and these experiences are listed below:
· I was introduced to HVAC systems, plumbing, and electrical fixtures used in the hotel. The main task was to perform daily safety checks on these things. 
· I assisted the maintenance team in unclogging bathroom drains of the hotel rooms. I also assisted the team to repair room thermostat as guests reported malfunctioning thermostat in the room. 
· I daily checked the gym equipment to prevent any accidents from the use of broken equipment. If I noticed something unusual in the equipment, I immediately reported it to the maintenance department. 
· In one instance, a guest reported issues with the room lock system. I informed the issue to the maintenance team. 
As I had limited knowledge in the maintenance aspects, I required more time in troubleshooting a problem. In urgent situations, I can not manage my stress level. 
I learned lessons from the work experience such as strict compliance of safety protocols during the maintenance tasks. The maintenance employees should have the problem-solving skills so that they can identify the problem without any delays and resolve it. 
The failure in task completion such as addressing the HVAC issue made me frustrated but when I got appreciation from my teammates, I felt relief. 
	6 P.M. - 2 A.M.
27th January
	[image: ]
	[image: ]



	Week 3

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Leisure Club Department 
In leisure club department, I had the following experiences:
· I performed daily operations at the gym. I assisted the guest check-in and checkout. I also assisted them to use gym equipment by providing them accurate guidance. 
· I completed a weekly safety audit on equipment (treadmills, weights, and sauna controls). 
· My task was to help organise weekend aqua aerobics class, complete registrations, and clean-up the area after the session ended. 
When there is an increased number of guests at the weekend, it becomes difficult to respond to all requests of the guests. During my supervisory role in the hotel, I found it very challenging to respond to simultaneous requests from many guests such as shortage of towels and malfunctioning lockers. Limited number of staff increased the workload among the existing staff to coordinate the weekend classes. 
From my experiences at the leisure club, I learned the following lessons:
· All guests should be treated equally. If there is several requests, the supervisor should respond to them based on their urgency and needs.
· The employees must comply with the safety standards and maintain protocols while documenting and reporting on any safety issues. 
Coordinating the staff in organising the weekend class made me stressed and exhausted as there was staff shortage in the department. However, I could overcome the issue and completed the tasks. Hence, I received appreciation from my supervisor that made me more confident to perform such tasks again in future. 

	6 P.M. - 2 A.M.
3rd February 
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	The Week 4

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Meeting and Event Department
While working in the department, I gained the following experiences:
· I assisted in organising an event in which 150 guests were invited. I was responsible for the table arrangement, AV equipment setups, and signage placement. 
· I shadowed the role of an event manager. To perform my responsibility, I had to liaise with the external vendors (caterers and florists). By continuously communicating with them, I could manage the decorations within the timeline of the event. 
· I adapted in the menu for some guests as they had allergies from certain foods (shellfish). 
· I received feedback from guests to understand more about their experiences. Based on the feedback, I could perform post event evaluation. 
I faced communication challenges during my shadowing role in the meeting and event department. Miscommunication with the kitchen staff led to higher wait time for the guests. Keeping impatient guests satisfied in such situation is quite challenging for the event manager. Moreover, it is also challenging to perform several tasks at the same time. 
I learned that keeping a contingency plan is necessary in the meeting and event department because any disruption or challenges may affect the entire event. The backup plan or equipment can help overcome the issue. Moreover, coordination among other departments is crucial for enhanced guest experience in the hotel. Therefore, regular briefing should be made for all employees. 
When guests praised at the professionalism of our team after the successful event, I felt proud of my event team. 


	6 P.M. - 2 A.M.
10th February
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	Week 5

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Housekeeping Department 
In this week, I again took the shadowing role as a supervisor in the department. This time I was assigned with advanced responsibilities. Hence, my experiences are listed as follows:
· I supervised a housekeeping team. The team had 5 members. My key task was to delegate the tasks and monitor their performance. I ensured that they stick to the cleanliness and hygiene standards of the hotel. 
· I inspected more than 30 rooms every day. During my inspection, I found many issues related to room services such as strained carpets and malfunctioning equipment. Then I reported the issue to the senior management and guided my housekeeping team to improve in their attention to detail skills. 
· I personally handled a guest complaint. The guest complained about the delay in service delivery. To address the negative experience of the guest, I offered a complimentary snack to the guest. 
· I had a new employee to train. I guided the employee to use the PMS of the hotel regarding the inventory management in the housekeeping department. 

I found it challenging to keep a balance between the administrative tasks and performance of inspection tasks. I also faced challenges while addressing a conflict between housekeeping staff. The conflict emerged due to poor allocation of tasks. 

I learned that I must be able to effectively communicate with the employees and show them empathy to become a successful leader in the hospitality industry. The conflict can be minimised within the team if the tasks are fairly allocated. 

This week, the department analysed that there was a 95% satisfied guests in the hotel. It provides a sense of accomplishment and pride for the housekeeping team. 
	6 P.M. - 2 A.M.
17th February
	[image: ]
	[image: ]



	Week 6

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Reception 
In this week, I worked in the hotel’s reception. I had the following experiences working here:
· I completed the check-in and checkout activities of the guests. 
· I responded to the guest queries. 
· I prepared the bills and completed the financial transactions of the guests. 
· I received guests complaints and responded to them. 
The main challenge in the reception was to communicate with the guests effectively. There are guests from different countries and diverse cultural backgrounds. Understanding their emotions and feelings is very challenging. To work in the fast-paced work environment requires determination and high morale. 
I learned that the front office operations are the key to the hotel’s success. Communication skills, teamwork, problem-solving skills, and collaboration must be available within the frontline employees to ensure superior guest services. 


	6 P.M. - 2 A.M.
24th February
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