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Placements serve as a remarkable learning opportunity for students receiving hospitality education and enable significant personal and professional development among such learners (Christou and Chatzigeorgiou, 2019). The following learning log will reflect on my placement experience at the Harlow Hotel by Accor while discussing a key performance issue of poor guest service at the hotel. Harlow Hotel by Accor is a conveniently located establishment just 16 minutes' drive away from Stansted Airport (All, 2019). This contemporary hotel offers multiple customer service options like on-site parking, breakfast and dinner service and many more. For the following reflection, I will be using the Gibbs reflective model to facilitate a systematic recollection of thoughts and experiences.
[bookmark: _Toc150439142]Description 
For my placement experience, I worked at the Harlow Hotel by Accor for 2 days a week. Here, I worked with various teams and gained practical experience in tackling various tasks including front-desk management, assisting in bookings and check-ins, handling customer complaints and grievances, cleaning and helping the kitchen staff during service. During my placement at the hotel, I encountered a serious issue that I believe may significantly hamper customer satisfaction with the hotel. While working at the front desk, I noticed that some of the staff at the reception were rude and unwelcoming to the guests. Similarly, there were other instances when the hotel staff did not pay adequate attention to the customers’ needs, leading to inadequate services. Inadequate service quality is a key issue for hospitality establishments as it may directly impact customer satisfaction and loyalty (Barusman, Rulian and Susanto, 2019). Thus, I find that the unprofessional behaviour of some of the hotel staff may be a big issue for the establishment. 
[bookmark: _Toc150439143]Feeling 
The overall placement experience was thoroughly engaging and educational and I felt content about this learning opportunity. Furthermore, I also feel a sense of accomplishment for being able to successfully interact with my colleagues and supervisors at the hotel. I did, however, struggle to resolve customer complaints and would often seek help from other front desk staff. I remember feeling overwhelmed and nervous while listening to customer complaints. Poor communication skills can be a major challenge for aspiring professionals in the hospitality industry as they are required to regularly interact with a variety of people (Arafah, 2019). Finally, upon observing the inadequate behaviour of some of the hotel staff, I felt somewhat agitated and disappointed.  
[bookmark: _Toc150439144]Evaluation 
Before going to this placement, I had some learning expectations and goals in my mind. Firstly, I wanted to enhance my vocational learning experiences by getting a closer look at the key functions taking place in a hotel. This would help me better understand my key responsibilities when I assume a professional role at a hotel in the future. Secondly, I hoped to learn about various problems that hotel management may have to encounter during their daily operations. The insights from such experiences would enrich my academic learning by demonstrating how theoretical ideas can be used to mitigate practical issues. Gaining practical experience nurtures innovative thinking among employees and drives organisational performance (Rivaldo and Nabella, 2023). Finally, I wanted to identify my key strengths and weaknesses to help my self-enrichment goals. The fact that the placement opportunity helped fulfil each of these goals is one of the biggest strengths of the entire experience. On the other hand, feeling nervous and agitated upon being faced with challenging situations was one of the key shortcomings of the entire experience. My inability to resolve complaints may be due to an inherent lack of knowledge about the hotel’s operations as well as inadequate communication skills. 
[bookmark: _Toc150439145]Analysis 
From an individual perspective, I find that the fruitfulness of the placement experience is associated with the fulfilment of my personal learning goals. However, from an organisational perspective, the underlying implications of the aforementioned performance issue are complex and can be best understood with the help of the Equity Theory of customer satisfaction. According to the equity theory, customer satisfaction depends on the balance between a customer’s expectations and the overall quality of the services offered (Hao and Chon, 2022). The dissonance between these two aspects may lead to dissatisfaction, which, in turn, hampers customer retention. If I apply this perspective to the prevailing performance issue at the Harlow Hotel, I can better understand the reason behind and the implications of customer dissatisfaction. 
Our customers come to the hotel expecting a comfortable and peaceful stay. They expect to feel welcomed and greeted politely. However, when our front-desk staff misbehave with the guests, they fail to meet their satisfaction, leading to dissatisfaction. Furthermore, some of the guests have also complained regarding the cleanliness and the state of amenities in their rooms. This is another evidence of unmet expectations that might hamper customer loyalty. Another major implication of such negative stay experiences would be the potential damage to our brand’s image. Brand recognition and loyalty are closely related to overall customer satisfaction (Kataria and Saini, 2020). By failing to meet our customers’ expectations of an amicable and peaceful stay experience, our hotel staff is tarnishing the brand image which poses a significant threat to the overall profitability of our organisation. 
[bookmark: _Toc150439146]Conclusion 
Upon reflecting on the entire placement experience, I find that it was an exceptional learning opportunity where I got an opportunity to fulfil key academic, vocational and self-enrichment goals. I also find that the overall profitability of the Harlow Hotel is endangered by the inadequate service quality of some of the staff. These issues must be promptly addressed to safeguard customer loyalty and business profitability for the hotel.
[bookmark: _Toc150439147]Action plan 
Action plan for me – 
To address my shortcomings in communication skills, I will seek advice from my teachers and supervisors. Additionally, I will participate in public speaking competitions and watch tutorial videos to enhance my communication skills. Moreover, I will also learn by observing my seniors. 
Action plan for the organisation – 
· To address the key performance issue of inadequate customer service, the organisation should upskill the hotel staff by implementing a holistic performance management approach. For this, a 360-degree feedback approach may prove beneficial. 360-degree feedback allows the holistic evaluation of an individual’s performance with the help of insights from their supervisors, subordinates, peers and themselves (Al-Jedaia and Mehrez, 2020). With the help of this performance management approach, the hotel may be able to inform the concerned staff of the impact of their actions and help them improve their overall performance efficiency. 
· Conduct regular seminars and/or workshops to inform employees of the importance of adequate customer service and inform them of essential best practices that help promote the same. In these seminars, the hotel could ask external experts to come and share their views to further enhance the overall performance efficiency of their establishment. Furthermore, the hotel should also recognise employee efforts by asking some notable employees to come and share their views with their colleagues. This might help the failing staff find suitable ways of improving their overall performance.
[bookmark: _Toc150439148]Conclusion 
From the reflective account presented above, it is evident that the placement was a unique learning opportunity that gave me an opportunity to fulfil many important learning goals. Furthermore, I got an opportunity to witness a major performance issue that may be encountered while working in a hospitality establishment. By observing my colleagues, I learned how such issues may be best addressed. I applied the Equity theory to the issue of poor customer service to understand how it might be impacting the hotel’s overall profitability. Finally, I found that I lacked adequate communication skills and must find suitable ways of improving them to safeguard my future career interests in the hospitality industry. By implementing a 360-degree feedback approach to performance management, the hotel might be able to imp0rove staff competency and ensure customer satisfaction. ￼
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