


BMIH6003

Hotel Placement
Managing Guest Service Operations


Learning Log






Student Name: Liviu Topala
Student ID: 1905828


Table of Contents
1. Introduction	3
2. Importance and Relevance of WBL in Hospitality Setting	3
3. Self-reflection	3
References	8




[bookmark: _heading=h.gjdgxs]1. Introduction
The concept of self-reflection in learning pertains to the process of critically analysing an individual’s learning style. This statement suggests that a lack of contemplation regarding the process of learning impedes the ability to identify and rectify unfavourable behaviour while reinforcing positive ones. The act of self-reflection, as an intellectual process, has the potential to enhance learning outcomes and promote self-regulated learning (Fullana et al., 2016) This is achieved through a cyclical process that entails planning for the completion of an academic task, monitoring progress using appropriate strategies, evaluating the outcome, and utilizing the acquired knowledge to accomplish prospective goals. In the present report, a learning log will be presented that would contain a critical evaluation of an individual experience in a workplace setting. This log will be developed based on a work-based learning program where a set of experiences and development opportunities will be assessed and discussed in a wider scope.  
[bookmark: _heading=h.30j0zll]2. Importance and Relevance of WBL in Hospitality Setting
Engaging in housekeeping or back-house operations can provide students with a valuable opportunity to acquire practical skills in the hospitality sector (Casado, 2011). Within this work-integrated learning setting, learners are afforded the chance to acquire knowledge about the routine operations of a hospitality establishment, encompassing duties such as upkeep and sanitation. In addition, they could potentially engage in the management of inventory, procurement of supplies, and communication with patrons. A significant advantage of work-based learning is its potential to facilitate the acquisition of a diverse set of transferable skills that can be effectively utilized in various contexts (Murtazin, Shvets and Piho, 2020). Pursuing employment in the domains of housekeeping and back-office operations is that it affords students the chance to acquire practical skills in a dynamic setting. demonstrate proficiency in managing multiple tasks simultaneously, while also efficiently organizing their tasks in order of importance. In this scenario, a work-based placement experience has been conducted in Delta Hotels St. Pierre Country Club. 
[bookmark: _heading=h.1fob9te]3. Self-reflection 
As an academic student, I believe that having worked in the Delta Hotels St. Pierre Country Club, in an attempt to participate in the work-based learning program, I have obtained a vast set of skills and professional perspectives that would guide me through my future endeavours. I have learnt how core operations at the back office are done and how hospitality staffs conduct the regular housekeeping chores. 
While starting the experience, I was overwhelmed by the responsibilities that are integrated into the back-office job. I was introduced to a set of activities in this area. The back office refers to the segment of an organization comprising non-client-facing administrative and support staff. The operational tasks that are carried out in the administrative section of an organization are commonly referred to as back-office functions (O’Fallon and Rutherford, 2010). These functions typically encompass a range of activities such as settlements, clearances, record maintenance, regulatory compliance, accounting, and IT services. In addition, undertaking fundamental administrative responsibilities such as printing, transmitting electronic mail, procuring office provisions, facilitating and collaborating with the sales team, providing support to the Front Office team and integration of inventory control assistance is an essential component of back-office operations. While performing these tasks, I was allocated to the sales team where I needed to apply excellent coordination and communication skills while also paying attention to minute details and problem-solving approaches (Luka, 2015). The hospitality sector is complex and its operations are extremely intricate, this rewires rapid decision-making and effective team coordination. 
In the second shift, I was designated as an Executive Housekeeper, my role involved overseeing and managing the housekeeping department’s operations and staff, with a focus on directing and controlling their activities. As a coordinator, I facilitated communication and collaboration among housekeeping crews to conduct inspections of their designated areas, to verify compliance with established standards (Jones, 2007). I effectively handled multiple priorities and demands, assumed accountability for resolving crucial issues, provided assistance to personnel, and fulfilled the responsibilities of a housekeeper as necessary (Raghubalan and Raghubalan, 2009). I also performed overseeing the recruitment, instruction, and management of the property’s housekeeping personnel. I created a work schedule for the staff and approved payroll based on established labour standards.
Since the hotel mandates adherence to quality assurance standards, necessitating the implementation of a system to plan, organize, and monitor staff activities was my core responsibility (George and Hancer, 2008). This system includes constant inspections of accommodation and common areas. 
While conducting all these responsibilities, I actively learned coordination and communication skills. It helped me to interact with my teams and take required actions without any inconsistencies. I understood what multitasking is and how it is done. I have developed a proper understanding of how problems are resolved rapidly based on active communication, attention to detail and constant supervision so that alternative options can be strategized beforehand to react to a certain circumstance (Pai et al., 2020). I learnt the method of organization and teamwork which will help me in my future profession as well as academic career. Although we know basic numeracy skills and even have performed heavy mathematical problems as well, conducting regular accountancy, budget planning and inventory management calculations in housekeeping tasks seemed difficult to conduct simultaneously (Raghubalan and Raghubalan, 2009). 
Although I was actively guided throughout my experience. However, I faced a set of challenges as well. I have discovered some of my weaknesses while executing my tasks. I wish to rectify those with appropriate practices which will allow me to grow my skills and develop expertise in relevant professional areas (Raghubalan and Raghubalan, 2009). I have understood how to take on responsibilities and prioritize my work accountable. I have acknowledged my potential and applied soft skills to better perform my duties. Especially in my executive housekeeper’s task, I practically handled staff and managed human resources according to the needs that emerged each day, this enabled me to apply problem-solving and decision-making approaches. Although in certain circumstances, I failed to complete my tasks precisely, insufficient time management, incompetent teamwork approach and poor capacity to multitask were the main issues I faced, I also struggled to manage and collaborate with my teams and as a results guest’s complaints were registered (Khymdeit, 2022). I had to simultaneously oversee all these areas which became challenging for me at times but I tried to overcome it. 
Based on my weaknesses, I have to follow an action plan to improve my potential. 
Action plan
	Goal
	Actions
	Resources
	Timeline

	Time management 
	· stop procrastination
· write down basic work priorities
· develop a routine
· maintain digital calendar
· learn and apply time management skills online 
	· Computer
· books on time management
· journals
	6 to 12 weeks 

	Teamwork 
	· Improving emotional intelligence 
· effective communication 
	· Read books on communication and emotional intelligence
· follow Ted Talk videos 
	2 months 

	Multitasking 
	· Creating realistic goals
· Listing down the most to least important tasks each day
· Making allocation plans each day to complete team tasks 
	· Keeping routines on paper and digitally as well. 
· Maintaining work mail by using tags
· Learn multitasking online from different webinars and expert courses
	3 months 



Operational Issues Identified within the Company and Possible Solution
Other than my experience, I had to cope with the resources I was offered by the hotel to carry out my responsibilities. Although I had everything necessary at my disposal, employee strength was considerably low (W Fakhry, Saad and Ibrahim, 2022). Housekeeping staff were frequently resigning from their posts which created a sudden lack of employee power and I had to reschedule my existing staff every other day which was hampering my planning and organization process. It also impacted guest services which are undesired for a hotel. Being inexperienced at this job, I had to struggle while making schedules and allocating tasks since I used to forget whom to communicate with and how employees can be notified prior and convinced for over-times and additional duties as there were no replacements and hotel occupancy was high. 
For the hotel to retain its housekeeping staff, it is imperative to re-think its existing approaches and apply new methods, these may include:
· Offering proper communication with the manager and executive housekeeper (Ann et al., 2023)
· Increase employee benefits and offer competitive salaries and incentives 
· Provide constant growth opportunities and training facilities
· Offer flexibility in working hours
· Improving work culture by active conflict resolution and effective team building 
· Offering employee discount offers (Ann et al., 2023).
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