Hotel Placement –Managing Guest Service Operation

Assignment title: Student Learning Log

Student name: Anca Roxana Iclanzean

Student ID:2207144

Module code: BMIH6003

Module tutor:  Kathryn Roberts
 


[bookmark: _Toc192250677]Introduction
During my placement at York House Hotel, 14-22 Royal Parade, Eastbourne BN22 7AP, I was involved in Guest Services operations overseeing F&B, Housekeeping, Kitchen, and Reception.  I wanted to increase my work-based skills, and technical knowledge and improve my ability to manage guest expectations. I reflected on the following throughout my journey guided by Kolb’s Experiential Learning Cycle including Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation  (Kolb, D.A.1984). Through this experience, I have cultivated an understanding of hospitality operations regarding the hotel management skills needed.
[bookmark: _Toc192250678]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc192250679]Concrete Experience
My hotel placement experience was a great experience that allowed me to see different Departments, such as F&B, Housekeeping, Kitchen, and Reception. There were unique learning opportunities, challenges and professional development each week. The first week spent in the F&B department introduced me to restaurant operations (safety protocols, menu options, customer service skills) and got to know the workings of the company. Gradually I moved on to taking orders, making cocktails, and payments. I was in the housekeeping department and learnt the importance of cleaning and hygiene; I helped clean rooms and read about hotel policies (Morrison, 2022). I worked under the leadership of the head chef, and I found the experience of the kitchen was special as I got to learn food preparation techniques and how to use equipment safely. At last, being at the reception allowed me to learn customer service skills, handle the reservations, and resolve the guest issue responsibly.
[bookmark: _Toc192250680]Reflective Observation 
I am now reflecting on my placement, and I know that each department is important for the hotel’s overall operation (Morrison, 2022). In F&B, I couldn’t remember the large menu or take orders so quickly in the beginning, but I got confident with time. My experience with housekeeping taught me the importance of paying attention to details because even little gaps can lead to spoiling the guest experience. The kitchen was a different workplace, with time management and organization being very important for a good operating routine. On the other hand, reception emphasized professional communication abilities and problem-solving skills. During my placement, teamwork and efficiency led to great customer service (Cangi, 2024). I also learnt the value of active listening and patience when dealing with guest complaints.
[bookmark: _Toc192250681]Abstract Conceptualization 
I have observed that customer satisfaction is the essence of the hospitality industry (Kostuch Media Ltd, 2024). The theoretical knowledge was useful but whenever I applied that knowledge combinedly with practical use in situations helped me to understand clearly. I have observed practically how smooth operations are through communication and teamwork (Lashley, 2016). In terms of the F&B department, for instance, it was essential for everyone in the kitchen and waiting staff to coordinate to ensure timely service. All rooms had been housekeeping with strict adherence to hygiene standards that ensured the satisfaction of the guests. It showed how professionalism and technology, including the booking system, can give a better experience to guests (Kotler, 2017). Additionally, I also think the soft skills have been developed even more as I have mastered how to handle stressful situations calmly and efficiently. The adaptation to the hospitality industry is reinforced by this experience.
[bookmark: _Toc192250682]Active Experimentation 
In the future, I plan to further develop the skills which I have achieved during my placement. Specifically, I will work to improve my multitasking ability in high-stress situations like peak service time in restaurants. This will also help me enhance my technical skills in reservation management and hotel software to identify my work and help to explore my career. I plan to also enhance my problem-solving skills through the analysis of case studies of guest service scenarios. In future jobs, I will use my skills in terms of good communication, active listening, and attention to detail. In the end, I am confident this placement has helped to reaffirm my interest in the hospitality industry and at the same time, I am looking to further grow my knowledge in this area through further practical experience and other opportunities to learn.



[bookmark: _Toc192250683]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc192250684]Work-Based Skills
I have developed very important skills in the hospitality management world during my placement period. My learning was leadership and supervision, where I watched as supervisors delegated tasks and resolved conflicts to advance the productivity of the team. Thus, I understood the need to instruct staff well and to fix issues to keep a harmonious and productive work environment. I have enhanced my problem-solving skills (McCarthy, 2024). During my placement, I faced a guest who needed an immediate room change because the air conditioner wasn’t working. Being a fast-thinking and decision-making process, we could be able to give guests satisfaction with minimum operational disruption. Furthermore, I understood the importance of guest engagement where the connection itself determined the guest experience and their propensity to return. The whole was satisfied with the positive interactions that created a welcoming environment.
[bookmark: _Toc192250685]Technical Knowledge
I also learned a lot of technical things in certain areas. I got to know housekeeping standards understand cleaning protocols and the importance of time efficiency in meeting room turnover (Hayes, Ninemeier and Miller, 2017). In the kitchen department, I learnt the safety regulations, emergency repairs and proper handling of equipment which are essential for effective hotel operation. Importantly, these skills directly influence guest satisfaction and a hotel’s reputation in the same way that service quality perceptions strongly influence customer loyalty.
[bookmark: _Toc192250686]Application to York House Hotel
I saw these skills being used directly to maintain all these high standards of service at York House Hotel in Eastbourne. Because of high guest expectations, teamwork and coordination among departments must be effective to avoid inefficiencies and maintain a smooth service experience. The hotel had a great reputation and loyal guests and leadership, technical knowledge and attention to guest engagement was the key that helped it maintain the hotel’s reputation and guest loyalty (Chen and Chen, 2016).
[bookmark: _Toc192250687]

Section 3: Reflection on Organisational Issues
During one shift, a guest complained that their room was not cleaned by 2 PM because they had an important meeting in their room, causing frustration for the guest; Therefore, this delay hurt the guest’s perception of the hotel’s service reliability, which he expected the cleaning service to be prompt (Schuckert, Liu and Law, 2015). This also meant that the delays with cleaning other rooms started. Thus, the hotel risked bad experiences, which could result in bad online reviews and reduced future bookings. I propose three solutions to this problem, the first being implementing a digital tracking system to share real-time housekeeping updates with the front desk to improve communication (JWU, 2023). Secondly, assigning additional staff at peak check-in and check-out times for flexible staffing. Finally, managing guest expectations by letting guests know there may be delays during these periods. SERVQUAL Model suggests these changes since the service reliability and responsiveness towards the guests are to be improved to make the guests satisfied.
[bookmark: _Toc192250688]Conclusion
I found myself receiving insights into the operations of guest service and how important communication as well as teamwork plays in the provision of a service to customers as a result of my placement at York House Hotel. However, my experience added experience to the supervisory roles and positioning of the theories of the field of hospitality. Moving forward, I will further train myself to strengthen my leadership skills, learn to deal with guest complaints properly, and learn what technical knowledge is in things hotel management software to help me keep the operations highly streamlined.
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