Hotel Placement


Learning log: Hotel Placement - Managing Guest Service Operations.


Module Name: Managing Guest Service Operations
Module: BMIH6003
Module Leader: Rodrigo Fernandes Aguilera




Student Name: Mohammad Ekram Hossain
Student ID: 2019611


The main job of the guest service department is to provide excellent services to the guests for achieving customer satisfaction. Generally, in this department, there are different functions that must be performed by the staff of The London Edition including providing information to the guests, cleaning public areas, servicing guestrooms, giving laundry services, and finally housekeeping services (Wilkins, Merrilees and Herington, 2015). 
On my first day, the assistant manager of the guest service department welcomed me very warmly and introduced me to other staff of this department (Susskind and Maynard, 2019). She gave me an overall idea regarding the functions of the guest service department of The London Edition. She told me how they satisfy the customers along with achieving positive customer experience in the hotel industry. I know that this hotel has already occupied a better position in the hotel industry in comparison with other hotels. However, I started doing housekeeping jobs in the guest service department. Other staff supported me in terms of performing the tasks which are assigned to me. The housekeeping team manages complaints that are regularly provided by the guests (Punjaisri and Wilson, 2011). In addition to that, I learned how they inspect the rooms regularly for the purpose of keeping updated information. On my first day, I observed the behavior of housekeeping team members who are handling the guests not only effectively but also efficiently. The communication way of staff was excellent and they tried to ensure customer satisfaction.
The core objectives of housekeeping section of The London Edition are presented in the following:
· Maintaining overall cleanliness of all times both public areas and guest rooms
· Performing cleanliness responsibilities nit only efficiently but also effectively 
· Managing laundry
· Using good quality equipment and safe chemical for the purpose of cleaning the entire hotel
· Controlling pests
· Decorating the hotel with standard interior decoration
· Providing proper information to the guests when they ask questions.
Housekeeping under the guest service department has a significant contribution in terms of ensuring a positive customer experience as they deal with guests in a close way. After completing my placement, I realized that the housekeeping staff performs their tasks in case of operating the hotel smoothly as they mostly deal with the guests. From cleaning the service areas to room service, they provide excellent service to the guests for creating a good customer relationship that will support for retaining the existing customers for a long time. The assistant manager of The London Edition told me that I must be adaptable, confident, and also intelligent at the time of dealing the guests. The housekeeping part is considered as the backbone of The London Edition as the team members of this section represent the quality as well as image of The London Edition. The pleasant appearance for the guests is created by the housekeeping team for making a positive guest experience along with providing a clean, hygienic, and fresh environment for the guests. Thus, the guests will feel relaxed and relief after entering the hotel. However, while working as a placement in this section, the housekeeping section is responsible for most of the tasks within The London Edition including guest rooms, sales office, garden, admin office, guest bathrooms, public areas, parking area and so on. Sometimes, housekeeping staff must take action to repair furniture. In addition to that, some flowers are tended by me around the hotel to create an environmentally friendly atmosphere that will bring a positive vibe among the guests.
My placement at The London Edition has provided me with the opportunity to gain theoretical information through various training programs; nevertheless, this theoretical knowledge is distinct from the actual responsibilities that I have been assigned. In training programs such as online classes and books, the teacher teaches ideas regarding many topics such as how to clean the public area, how politely behave with guests, how to ask them if they need any information, how to clean service areas, laundry services, pressing services, dry cleaning and so on. Following the completion of my education related to the guest service operation department, I was offered a position in the housekeeping of The London Edition, where I am now able to put my newly acquired skills to use (Lewis and McCann, 2013). However, the most significant consideration is that theoretical knowledge and practical knowledge are not identical in any way. I was able to gain knowledge and experience in this field by putting my skills to practical use in various work settings. On top of that, the book does not detail each conceivable circumstance (Institute Of Leadership And Managemen, 2007). While I was working as a placement, I encountered a case in where a visitor shouted at me as I did not understand which information actually, he wanted. Having said so, I dealt with the matter by convincing with my problem-solving and communication skills.
As a placement, I do not have any prior expertise in this department, and I ran into several difficulties while working there. I had trouble arranging guest rooms as their preferences, cleaning service areas, understanding the motives of guests, answering the requests of guests promptly on the floor, creating a better guest environment, and so on.  On the other hand, there were times when I was unable to comprehend the preferences of the clients, and as a result, I struggled to communicate with them along with providing them the needed information (Hudson and Hudson, 2013). When this happens, I am anxious since it makes it more difficult for me to satisfy them and the guests' opinions are always shifting. During my time, I was not compensated in any way, which represents lost wages for me if I had been working at the time.
Through my work as a placement, I have gained a variety of skills, such as professional knowledge regarding handling guests’ problems, organizing guest rooms, coordinating the team members under this department, and ensuring proper guest service including safety, aesthetics, comfort, and sanitation for the targeted guests, supervising other staffs regarding discipline, ensuring proper communication with the guests, establishing and maintaining organizational standard and policies, managing housekeeping inventory supplies, decorating rooms and front desks, reporting maintenance tasks on the specific floor, coordinating with room service, reporting any security as well as safety difficulties and so on (Buhalis and Sinarta, 2019). On the other hand, to bring in both new customers and keep the ones I already had, I had to learn how to keep the service areas clean and coordinate other room services. In addition to that, I improve my different skills including communication skills, problem-solving skills, understanding of different employment laws, teamwork, interpersonal skills, organizing skills, active listening skills, attention to detail, hardworking and so on (Hu, Kandampully and Juwaheer, 2017).
During the time that I spent working as a placement in The London Edition, I was faced with several management issues. Sometimes the service areas were not cleaned properly which would result in problems for the hotel, such as some guests’ concerns regarding cleanliness and this situation was compared with other hotels' services which may increase negative word-of-mouth influence (Bagdan, 2021). Retaining existing customers was difficult in the service sector and so the management of The London Edition must keep its organizational standard along with updating with market trends in case of sustaining a long time in the hotel industry. At the time of working as a placement, I found a problem regarding guest service management and the guest provided a negative review. The assistant manager asked me for a solution regarding the problem. I told them that service recovery is necessary in case of ensuring a positive customer experience (Alcalde-González, Gálvez Mozo and Valenzuela Bustos, 2021). The management should listen to the complaints from the guests and then initiatives must be taken to solve these problems. Thus, the maximum customer attraction will be achieved in future. However. I experienced different situations while working in the guest service operation department. 
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