

Self-Appraisal

A week compact with information, coding and a range of systems, the front office is truly the hub of the hotel. Multi-tasking between the front desk and the back office of the reception desk can be quite daunting without the appropriate level of training.  

The week was quite intense and could be more structured and properly organised. The level of inconsistency between trainers can become frustrating, but a positive attitude was upheld to gain my composure. The constant reminders of how the security was structured in the back office came across negatively and sarcastically that deemed unprofessional.

Adequate training and repetition have been identified as key areas to be competent working on reception. However, when academic knowledge was put to the test regarding theory learned, it proved levels of competent. 

Overall, some excellent training was done and a lot learnt which was demonstrated on some shifts.

Strengths:

Experience in customer service worked to my advantage with guests. Working closer with staff who adapted my learning style as a kinetic learner, have helped me to acquire pre-check-in skills. This will allow me the opportunity for progressing onto competently completing sole tasks more quickly.

Essentially, the placement proves that listening attentively and asking lots of questions can be very rewarding. Note-taking skills acquired previously, have also proved quite useful in aiding to remember things taught along the placement journey, enabling me to be more confident when dealing with guests.

I have learnt the reasons why the front of the house works closely with HSK, ensuring check-ins are conducted smoothly. I adapted to new challenges by taking a lot of notes and asking questions.

I have been motivating staff by complimenting them on their time and training given. I have tried to be proactive at all times and play a team role within all shifts.

Weaknesses:

The main challenge came from not being able to answer all the questions over the phone from guests or potential guests and also on the reception desk. I have asked for more training regarding the layout and tour of the property.

  Going forward I would request to work on shifts with trainers who understand your learning style and allow you to excel to your full potential. I have learnt to keep extremely calm under pressure, smile and carry on.



Lost Opportunities:

The fact that an electronic identification cannot be given to me on placement to log into the system, is a lost opportunity for me to study and revised what was taught. I have been told that this would have helped me to excel. 

A proposal was made for other staff to log me onto the training platform for Opera 1 and 2 which is the training other members go through. I am still waiting and constantly having to remind my HOD. 

 I have also invested in extra hours, putting in overtime to avoid lost opportunities.


Plans for next week:

· Gaining more knowledge to deal with telephone queries solely.
·  Investing training in Opera PMS.
· Learning codes for MARSHA reservation system to be able to balance the system.

Appendixes: 
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Marriott Placement Learning Log

Rohan Dubrey (1905715)

Week 3:

Wednesday 29" January 2020 (13:00-21:30hrs) Thursday 30t January 2020
(14:30-21:00) Friday 31st January 2020 (07:00-15:30hrs) Saturday 1st February
2020 (07:00-15:30hrs)

Department: Front Office

Work Undertaken:

*0

*

Attended 10/10 stand up meeting.

Answering and transferring telephone calls throughout departments
Checking in arrivals training Opera

Manual Handling training and exam taken and passed

Introducing Loyalty training and exam

Marriott Bonvoy membership tier system training

Mobile key training

Late and early checklist training

Training on Empower (GXP)

Introduction to MARSHA reservation sysytem

Tableres bookings

LEARN Model and exam taken and passed

Signing out keys collected from back of front office for the day to other
departments

Training on assigning rooms on Opera

Introduction to Opera 1and 2 online training

Marriott Incident Report Application (MIRA) training on an accident involving
chlorine spill.

Attending House Keeping (HSK) morning meetings.

Handing over procedures on shifts, signing out keys and depositing float to back
of front office Glory Machine.

Sending guest invoice on Opera

Checking Alerts on arrivals
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Work Undertaken:



· Attended 10/10 stand up meeting.

· Answering and transferring telephone calls throughout departments

· Checking in arrivals training Opera

· Manual Handling training and exam taken and passed

· Introducing Loyalty training and exam

·  Marriott Bonvoy membership tier system training

· Mobile key training

· Late and early checklist training

· Training on Empower (GXP)

· Introduction to MARSHA reservation sysytem

· Tableres bookings

· LEARN Model and exam taken and passed

· Signing out keys collected from back of front office for the day to other departments

· Training on assigning rooms on Opera

· Introduction to Opera 1and 2 online training

· Marriott Incident Report Application (MIRA) training on an accident involving chlorine spill.

· Attending House Keeping (HSK) morning meetings.

· Handing over  procedures on shifts, signing out keys and depositing float to back of front office Glory Machine.

· Sending guest invoice on Opera 

· Checking Alerts on arrivals

· Checking Traces on guest bookings.

· Training on precheck-in

· Organisation of front office

· Preparing codes on reservation cards

· Printing downtime reports as scheduled.















Self-Appraisal



The week exposed and proved my working characteristics to fit in and be part of a team, which went extremely well. I have achieved a lot of knowledge gained from other staff members and HOD. Listening attentively and asking lots of questions whilst recording information, has allowed me to put theory into practice, aiding in operational methods used. 



I compiled a rota of additional days and shift patterns (including Sundays), went to each HOD and requested to have this granted which was approved. I was commended on this as surprisingly, different departments had schedules for me to work at the same days and times which would prove impossible.





Strengths:



The handling of the volume of telephone calls for bookings between 08:00hrs and 08:30hrs enhanced my stengths regarding multi-tasking and was executed immensely. My brain storming problem solving solution ideas with my HOD, proved quite valued in regards to my suggestion of using a software to remind clients of treatments booked, and to  create a personal connection as in sending a happy birthday text message. I explained how this would save valuable time and money in having to ring up clients, while therapist could concentrate on other areas in house.



I am improving daily by being constantly engaged in tasks, being very hands on and proactive, looking at every opportunity to be a five star five diamond employee, delvering excellent service which will be of great value to each department.



I have been quite proactive within my approach to undertake research on each department, contributing additional time to understudy and shadow my HOD, to becoming a good manager.







Weaknesses:



The main challenge this week came from not being able to answer all the questions over the phone from guests or potential guests. However, this will be resolved in a timely manner gaining familiarity with other departments in the future, allowing me to be more knowledgeable within the hotel.



 

Lost Opportunities:



Experiencing how valuable the 10/10 stand-up meeting was, I belive I have lost out on opportunites of not attending prior. This was also a chance for me to get to know other department heads. This will be attended with different HOD regurlarly moving forward. 



.





Plans for next week:



· Gaining more knowledge to deal with telephone queries solely.

· Confronting the challenge of learning the Opera Front Office System.

· Turning up for shifts promptly and in proper attire, completeting a variety of shifts.

· Start learning what is required of a front office staff.
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Pool test being carried out. (25.1.2020)
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Leisure Reception (23.1.2020)
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Entrace to pool plant room. (23.1.2020)
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Pool temperature checks. (25.1.2020).
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