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Learning Log 
Guest service operations within hotels are personalised services and amenities provided to hotel guests during their stay. These services go above and beyond simple lodging and concentrate on giving every visitor a comfortable and memorable stay. Guest services are essential to guaranteeing your guests' satisfaction from the time they reserve a room at your hotel until they check out (Vandergriff, 2023). 
Fundamentally, the goal of guest services is to go above and beyond for visitors, giving them a sense of importance and attention. Every interaction, from room service and parking to concierge services and local recommendations, adds to the overall visitor experience. Anticipating and meeting guests' needs, frequently before they are even articulated, is the essence of guest services (Vandergriff, 2023). 
Some key aspects are: 
Key Components of Guest Service Operations:
1. Front Desk Services:
· Welcoming guests, managing check-in and check-out processes.
· Handling reservations and room allocations.
· Providing information about hotel amenities and local attractions.
2. Concierge Services:
· Assisting with special requests such as transportation, tickets, or restaurant bookings.
· Providing personalised recommendations and local insights.
3. Housekeeping and Maintenance:
· Ensuring rooms and common areas are clean, comfortable, and functional.
· Responding promptly to maintenance or housekeeping requests. These services ensure rooms are well-equipped with amenities and impeccably maintained. 

4. Food and Beverage Services:
· Offering dining options, room service, and catering for events.
· Managing dietary preferences or special requests.
5. Customer Communication:
· Addressing guest inquiries and concerns promptly and professionally.
· Gathering guest feedback to improve services.
6. Problem Resolution:
· Managing complaints with empathy and finding timely solutions.
· Turning negative experiences into positive ones to retain customers.
7. Personalised attention: Hotels strive to make guests feel special by offering personalised touches, such as greeting by name and remembering preferences (Alemar, 2024), (Les Roches, 2024), (Vandergriff, 2023). 

To reflect on my experiences shadowing a supervisor in the housekeeping department at the Holiday Inn Sunderland, I will be using Gibbs' reflective cycle for this learning log. Gibbs’ reflective model consists of 6 stages of development and this “model offers a structured approach in reflecting on your actions and the outcomes” (Bitesize learning, 2024). As part of my 10-week experience working at the hotel alongside managers, supervisors  and other members of staff I can say there is a lot of knowledge, patience and understanding that needs to go into working in hotels and the hospitality industry especially within the housekeeping department as the guests’ main stay and focus point is the room so it is vital to ensure that all rooms are clean, comfortable and functional. 
My experience working at the housekeeping department during placement from first year and this year at Holiday Inn Sunderland would be that I got to know that every staff member that works in that department has their own sheet with how many rooms have been allocated to them that they need to clean and also have each room done by a set time as well. There’s also inventory that needs to be checked, restocked and updated. The housekeeping manager must go on the opera system and upload information about rooms, any maintenance work and other information which is needed for other staff to know and be aware of, so all issues are resolved, and rooms are ready for guests as well as the fact that the hotel does not lose out on any business. 
I gained experience in this department by helping with another staff member who gave me advice and explained what I needed to do, first we loaded the cart with supplies, such as linens, toiletries etc and then I ensured to replace used towels with new ones, changing beds and making sure the bed had "hospital corners." Additionally, I had to make sure that the hotel's other areas are cleaned, disinfected and vacuumed, mop the room and other areas such as staircase etc refill the tea/coffee station, clean the bathroom, ensure new toiletries are provided and put in its place and wipe down and disinfect all surfaces and bathroom. The main housekeeping manager gave me praise for my excellent work in all the rooms and even offered me a job there which I felt very proud of. 
Within the housekeeping department I can say from observation and experience that the importance of work-based skills and technical knowledge required to meet and manage guest services would be that it is a hardworking job which needs attention to detail, effort, time management, being fast paced, well organised and being able to work as a team. This as well as any department within the hotel industry requires a lot of team effort and a lot of team management. This is to ensure the smooth running of the hotel and ensuring guests as well as staff are happy and everything runs smoothly. 
The importance of work-based skills and technical knowledge in meeting guest service expectations is vital within the hotel and hospitality industry as it enhances guest experiences like strong communication, empathy, multitasking, professionalism patience and problem-solving skills, which help staff build genuine connections with guests, making them feel valued and understood (Herrity, 2025). Technical knowledge, like proficiency with property management systems, ensures a smooth booking, check-in, and check-out process, leaving a positive impression. There is more professionalism and efficiency as work-based skills like time management and attention to detail ensure that tasks are completed efficiently and meet quality standards. Soft skills like active listening and cultural sensitivity enable employees to understand and cater to individual guest preferences. Furthermore, conflict resolution skills equip staff to handle complaints calmly and turn negative situations into positive outcomes, ensuring guests leave satisfied. Knowledge of hotel processes and systems allows for quick and informed responses to operational issues, such as room or service problems. Work-based skills foster creativity and adaptability, essential for responding to changing guest expectations. Regarding reputation and loyalty high-quality service driven by skilled and knowledgeable employees creates memorable experiences, encouraging positive reviews and repeat bookings. Technical accuracy (e.g., avoiding billing mistakes or overbookings) builds trust, which is crucial for retaining loyal guests (Linkedin, 2025). 
The overall experience I got from this department would be that I had to ensure I was able to work effectively as a team member, that I was able to work at a steady pace understanding and ensuring time management. Also, I encountered an issue whilst I was cleaning the room. I had noticed that the nightstand on one side of the bed was not working. I mentioned this to the supervisor who then told me to phone front desk and make them aware, so it is noted on the system for maintenance to have a look and sort the problem out. I had gone down myself to front desk and asked if the guest had complained to front desk in regard to that, but the staff member had said no that the guest that was using that room did not mention anything. I felt that even though the guest did not mention anything it was my job and duty to ensure that this is sorted, and it does not cause an issue for any other guests. At that moment I felt somewhat happy with my initiative, and I felt like I was doing what was required of me to ensure guest satisfaction. I felt that everything went accordingly regarding that issue and that I did my part as the rest of the issue was to do with the maintenance department. 
In conclusion, I have discovered that this experience and shadowing have helped me to further develop my work skills, which I was unaware I had. I've established solid working relationships with the employees. I can relate to, empathise and comprehend to guests. My ability to communicate has greatly improved; I feel less shy now than I did previously and am able to speak openly with guests, employees, etc. As I've gained a lot of new experiences and had the chance to practice these abilities through work and perspective, my knowledge of guest services and standards has significantly increased. I am confident that I will be able to further develop and apply my knowledge and skills in the future. 
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