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Executive summary 
The following reflective log focuses on the personal knowledge and skills gained from a 10-week hotel placement at Cross Hands Hotel, Llanbydder. It has provided an overview regarding the essential knowledge of hospitality management and service standards to increase professional skills. The reflective log has also considered the use of Gibbs's reflective cycle framework in order to evaluate the learnings and lessons from the overall guest service industry. It has also offered knowledge regarding future career progression by evaluating the challenges encountered along with the strategies to overcome those. 
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[bookmark: _Toc191643090]Introduction
A reflective log is an essential component of academic learning that captures experiences. It is used for gaining a comprehensive understanding of work-based skills. The following reflective log will provide an overview of the range of guest service operations at Cross Hands Hotel, Llanybydder. 
Brief overview of the hotel's guest service operations
Cross Hands Hotel at Llanybydder provides ample range of guest service. The hotel promotes teamwork and focuses on service excellence to improve guest satisfaction (Cross Hands Hotel, 2024). Cross Hands Hotel ensures high quality of cleanliness and service standards by balancing operations with efficiency. The primary operations of the hotel involve housekeeping, reception and kitchen services that provide a smooth customer experience.
Learning objectives for the placement within this area
The placement in the Cross Hands Hotel, Llanybydder will offer individuals with the practical experience and the development of skills to learn regarding cleanliness and hygiene standards. While the housekeeping skills will benefit individuals with knowledge regarding cleanliness procedures, the receptionist duties will develop strong communication and customer service skills to maintain workflow management. The kitchen responsibilities, on the other hand, will fulfil the learning objectives of collaborating with the hygiene regulations to deliver customer orders shortly. The reflective log will therefore focus on the learnings from the placement in the service industry. It will apply a reflective model to capture the experience and outline an action plan by identifying the knowledge gaps. 
[image: Cross Hands Hotel, Llanybydder | Ronald John Saunders | Flickr]
Figure 1: Cross Hands Hotel, Llanybydder
(Source: Cross Hands Hotel, 2024)
[bookmark: _Toc191643091]Part 1: Weekly progress tracker
(Refer to the appendices)
[bookmark: _Toc191643092]Part 2: Reflective learning log 
[bookmark: _Toc191643093]Section 1: Reflection on experience and personal development
Experience shadowing a supervisory position 
During my placement at Cross Hands Hotel, I had an opportunity to observe housekeeping supervisors, front desk receptionists and kitchen leaders. I have been enlightened considering the housekeeping roles, which include efficiency coordination and attention to detail. This also involves the timely management of cleanliness to ensure guest satisfaction. The front desk receptionist is capable of handling customer enquiries and resolving problems timely (Benitez et al., 2021). This has been reflected in the development of knowledge to coordinate and communicate properly in order to lower misinterpretation. I have also understood the responsibilities of kitchen leaders to maintain service quality by adhering to hygiene regulations. The close observation of the duties has helped me to develop proactive leadership problem solving and adaptability skills in order to sustain efficiently in the guest service sector. 
Personal and vocational development
Previous industry experience: I have worked in the telecommunication industry previously. This has provided me with the opportunity to interact with customers and solve queries. The experience regarding customer handling has also increased my confidence in developing communication skills. I have also gained team-working abilities. 
Placement experience: The placement at Cross Hands Hotel has focused on the development of teamwork and communication skills (Mobolade and Akinade, 2021). The placement has supported me in balancing operational demand with service quality and increasing customer satisfaction. 
Academic journey: A background in hospitality management provides a strong theoretical foundation regarding business ethics, customer service principles and service operations management (Dimitriou, 2022). My background has helped me to apply the knowledge in a practical context that can develop professional skills to progress my career efficiently. 
[bookmark: _Toc191643094]Section 2: Critical analysis of work-based skills and technical knowledge
Importance of work-based skills and technical knowledge
Guest satisfaction is important as it improves hotel service standards. The individuals working in the hotel industry should develop work-based skills and technical knowledge to improve brand reputation and financial attributes (Rowe et al., 2023). While work-based skills focus on the development of leadership, adaptability and customer service knowledge, technical skills maintain service standards by complying with hygiene protocols and system management. 
Key work-based skills and technical knowledge encountered
Teamwork and coordination 
Housekeeping departments are responsible for maintaining effective communication by coordinating with cleaning staff members and receptionists (Mobolade and Akinade, 2021). During my placement at Cross Hands Hotel, I encountered challenges regarding last-minute booking urgency in a short time frame. With effective teamwork, the team members including the receptionist and housekeeping staff members were capable of providing accurate service delivery to maintain operational flow. 
Communication
Communication is an essential work-based skill that is required in handling guest enquiries. Often special requests are made by guests, which require active listening skills from the receptionist and housekeeping staff members (Kingkaew et al., 2023). For example, different incidents have been observed where the receptionist is capable of offering suitable alternatives, which has led to guest dissatisfaction. Therefore, the development of this particular skill will focus on the improvement of guest experience by lowering misunderstandings. 
Technical knowledge 
The role of receptionist involves the knowledge of Property Management Systems (PMS). The technical ability facilitates the receptionist to handle proper bookings and manage guest profiles (Liang et al., 2022). For example, during peak seasons, rooms regarding room availability and reservation contradict the payment process. The proper technical knowledge is therefore used to gain knowledge regarding room availability beforehand. 
[bookmark: _Toc191643095]Section 3: Reflection on organisational issues 
Reflecting on the overall experience using Gibbs's reflective model
Description
During my shift at Cross Hands Hotel, I encountered an unusual service standard as a guest checked in at 2:00 pm instead of the allocated time of 11:00 pm. Although the guest informed of the delay, the housekeeping members failed to provide a clean and comfortable room before check-in. 
Feelings
Initially, I felt anxious as I could see the guest visibly upset. However, I wanted to maintain professionalism and an empathetic approach to ensure the delivery of the clean room within the time. 
Evaluation
The supervisor was capable of handling the situation by giving a complimentary drink to the guest upon arrival. However, the delay from the housekeeping staff members has resulted in an initial conflict, which has impacted guest expectations. 
Analysis
Staffing shortage is the main issue that has impacted on the guest management. A proper inter-departmental communication breakdown was essential which could have prevented the delay from notifying the receptionist and the housekeeping staff members (Kingkaew et al., 2023). This also involves the proper consideration of hotel policies. 
Conclusion
Staff coordination, accurate communication and proactiveness are the three important categories that are required to lower the delay of staffing issues (Benitez et al., 2021). 
Action Plan
Systems theory should be considered to introduce an interconnected approach to information flow (Rowe et al., 2023). It also involves the consideration of PMS to introduce a flexible staffing schedule. 
[image: Gibbs Reflective Cycle PowerPoint Template - SlideSalad]
Figure 2: Gibbs's reflective cycle
(Source: Kingkaew et al., 2023)
Suggesting possible solutions
· Herzberg's two-factor theory should be considered to evaluate the motivators and dissatisfactors (Galanakis and Peramatzis, 2022). 
· To overcome staff issues, an on-call chef policy can be implemented to lower waiting times. 
· A proactive communication strategy needs to be implemented to lower potential delays (Rowe et al., 2023). 
· A structured comprehensive policy can be infused to provide complimentary service regarding delayed check-ins.
[image: Herzberg's Two-Factor Theory Of Motivation-Hygiene]
Figure 3: Herzberg's two-factor theory
(Source: Galanakis and Peramatzis, 2022)
Future Action Plan
	Area of improvement
	Measures required 
	Time frame

	To develop advanced customer service techniques
	I should enrol myself in hospitality training programs. This will help me to gain knowledge regarding service recovery strategies. 
	6 months

	To improve time management capabilities
	Task prioritisation tools like the Pomodoro technique can be utilized to handle multiple guests (Trentepohl et al., 2022). 
	5 months

	To expand industrial knowledge
	Networking events would be attended and knowledge regarding basic financial management for hotel operations should be acquired (Koskelainen et al., 2023). 
	4 months

	To enhance supervisory skills
	For developing supervisory skills, internship opportunities should be considered in order to improve hotel management efficiency. 
	6 months


Table 1: Future action plan
(Source: As created by the author)
[bookmark: _Toc191643096]Conclusion
To conclude, the placement has offered a transformative learning experience in order to bridge theoretical and practical insights. Each department of Cross Hands Hotel has provided knowledge regarding technical attributes of guest service excellence in operational efficiency. The entire discussion has therefore reflected upon the aspiration to pursue a career in hotel management. This will ensure the development of leadership capabilities that can continue professional development by involving in different service courses. 
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Weekly progress tracker 
Name: Sezen Mustanova
Hotel Name: Cross Hands Hotel, Llanybydder 
Placement Duration: 3rd February – 9th February 2025
Supervisor/Mentor: Nadine 
Appendix 1: Week 1 and 2
	Department 
	Receptionist

	Task performed
	· Welcoming guests with proper check-in and check-out procedures. 
· Answering phone calls and responding to an email enquiry 
· Processing advanced payments

	Challenges faced
	· Conflicts due to room availability issues 
· Multitasking during peak hours 
· Strict protocols regarding hotel reservations

	Lesson learnt
	· Staying calm and listening to guests attentively. 
· Gaining knowledge regarding hotel reservation protocol 
· Developing problem-solving skills and confidence

	Future
	· Improving the speed and accuracy of the service
· Deepen knowledge to develop stress management techniques during operational hours.


Table 1: Tracker for Week 1 and 2
(Source: As created by the author)
Appendix 2: Week 3 and 4
	Department 
	Housekeeping 

	Task performed
	· Preparing guest rooms by maintaining hygiene and cleanliness standards 
· Assisting laundry operations 
· Handling special requests regarding extra pillows and blanket services 
· Providing room amenities including toiletries, towels and refreshments

	Challenges faced
	· Staff shortage can lead to customer dissatisfaction
· Poor communication skills can increase challenges regarding the maintenance of clean rooms 

	Lesson learnt
	· Service standards and cleanliness protocols 
· The importance of team works ensures a smooth workflow 
· Need for balancing quality and efficiency

	Future
	· Improving service efficiency without compromising quality 
· Increasing knowledge regarding sustainable approaches to housekeeping


Table 2: Tracker for Week 3 and 4
(Source: As created by the author)
Appendix 3: Week 5 and 6
	Department 
	Kitchen 

	Task performed
	· Assisting the head chef with marinating ingredients and chopping vegetables 
· Managing kitchen inventories and stock levels 
· Adhering to food hygiene standards and safety regulations

	Challenges faced
	· Issues to work in high high-paced environment with constant demand and supply
· Handling kitchen stress and maintaining consistency in food preparation

	Lesson learnt
	· Importance of teamwork and multitasking 
· Gaining knowledge regarding hygiene standards and food safety protocols

	Future
	· Increasing knowledge regarding waste management and reduction strategies 
· Learning more regarding menu planning and setting


Table 3: Tracker for Week 5 and 6
[image: ](Source: As created by the author)
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