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Weekly Progress Tracker

Week 1 (20th – 26th January 2025)

· Tasks Performed: Induction to the hotel, introduction to guest service operations, shadowing in housekeeping.

· Challenges Faced: Adjusting to the fast-paced environment, understanding the hotel's standards and policies.

· Lessons Learned: Importance of time management and attention to detail in housekeeping.

· Reflection: Felt overwhelmed initially but gained confidence as the week progressed. Need to improve efficiency.

Week 2 (27th January – 2nd February 2025)

· Tasks Performed: Assisted in the leisure club, managed guest inquiries, observed maintenance team.

· Challenges Faced: Managing multiple guest requests, dealing with minor technical faults.

· Lessons Learned: Communication skills are crucial in resolving guest concerns effectively.

· Reflection: More comfortable interacting with guests but need to develop technical knowledge in maintenance.

Week 3 (3rd – 9th February 2025)

· Tasks Performed: Worked at the Meetings and Events department, set up conference rooms, assisted with event planning.

· Challenges Faced: Ensuring smooth coordination between different departments.

· Lessons Learned: Teamwork and clear communication are vital for successful event management.

· Reflection: Enjoyed the dynamic nature of event management but need to enhance organizational skills.

Week 4 (10th – 16th February 2025)

· Tasks Performed: Continued assisting in housekeeping, guest relations, and maintenance.

· Challenges Faced: Handling guest complaints regarding room cleanliness and maintenance.

· Lessons Learned: Guest satisfaction is directly influenced by quick problem resolution.

· Reflection: Developed resilience and problem-solving skills; need to remain calm under pressure.

Week 5 (17th – 23rd February 2025)

· Tasks Performed: Shadowed a supervisor in guest services, handled check-ins and check-outs, liaised with other departments.

· Challenges Faced: Dealing with difficult guests and peak-time pressure.

· Lessons Learned: Professionalism and patience are essential in guest interactions.

· Reflection: Gained insight into supervisory roles; need to refine leadership skills.

Week 6 (24th – 28th February 2025)

· Tasks Performed: Final rotation in all departments, review of progress with mentor.

· Challenges Faced: Balancing multiple responsibilities while maintaining efficiency.

· Lessons Learned: Adaptability and prioritization are key to effective guest service operations.

· Reflection: Confidence in guest service roles has improved; eager to apply these skills in future roles.
Future Learning and Career Development

· Aim to further develop leadership and conflict resolution skills.

· Seek additional training in hotel management software.

· Learn more about industry trends to stay competitive.

Reflective Learning Log – Hotel Leonard, East Midlands

Introduction 
Hotel Leonard in the East Midlands is a renowned establishment offering comprehensive guest service operations. The hotel consists of multiple departments, including Housekeeping, Maintenance, Leisure Club, and Meetings and Events, all contributing to guest satisfaction and operational excellence. These departments work in unison to ensure seamless service delivery, which is essential in the hospitality industry (Bardi, 2010). Guest service operations are not only integral to customer satisfaction but also play a crucial role in fostering customer loyalty and driving business growth. High service standards and operational efficiency differentiate a hotel from its competitors, making guest service management a critical aspect of the industry (Johnston, Clark & Shulver, 2012).

To gain deeper insights into these operations, the placement aimed at shadowing supervisory roles within various departments, allowing for an immersive learning experience. The primary goal was to develop essential work-based skills, including leadership, problem-solving, teamwork, and technical competencies required for effective guest service management. Through hands-on experience, I had the opportunity to understand the strategic decision-making processes involved in each department, including how resources are allocated and challenges are addressed. Furthermore, the placement provided a practical application of theoretical knowledge acquired during academic studies, reinforcing the importance of aligning theoretical frameworks with real-world practices (Fallon & Rutherford, 2010).

Section 1: Reflection on Experience and Personal Development 
Shadowing a supervisory position in Housekeeping, Maintenance, Leisure Club, and Meetings and Events provided invaluable experience. The exposure to housekeeping operations demonstrated the significance of efficiency, attention to detail, and teamwork in maintaining guest satisfaction (Casado, 2012). Housekeeping plays a crucial role in shaping guest perceptions and ensuring high standards of cleanliness and comfort. I observed how daily housekeeping schedules were planned and monitored to ensure optimal service delivery. Additionally, I assisted in performing quality checks, ensuring that rooms met the hotel's established standards before guests checked in. Effective communication between housekeeping staff and the front office was vital to accommodating last-minute guest requests and room changes.

Supervising the maintenance team offered insights into proactive problem-solving and technical expertise essential for sustaining hotel operations (Raghubalan, 2009). During this period, I was able to observe how preventive maintenance was scheduled to reduce emergency repairs and improve guest experience. It was evident that well-maintained infrastructure, such as heating and air-conditioning systems, plumbing, and electrical fittings, significantly impacted overall guest satisfaction. I also had the opportunity to assist in handling minor technical issues and learned how maintenance requests were logged and prioritized.

The Leisure Club experience highlighted the importance of personalized guest interactions (Wood, 2013). Guests often had specific requirements regarding wellness services and facilities, and the ability to provide customized assistance significantly enhanced their experience. Working closely with leisure club staff, I observed how members’ preferences were recorded and considered when offering fitness programs and spa treatments. Customer engagement was particularly crucial in ensuring that guests returned and recommended the facility to others. I also recognized the significance of hygiene and safety protocols in maintaining a high standard of service within the Leisure Club.

Meetings and Events supervision emphasized organizational and time-management skills (Tewan, 2009). I participated in setting up conference rooms, ensuring that all technical equipment was functional and that seating arrangements aligned with client specifications. Attention to detail was imperative when handling event coordination, and I gained hands-on experience in liaising with different departments to deliver seamless event execution. I learned that effective coordination with catering, housekeeping, and front office teams was essential to meeting client expectations.

The placement reinforced the importance of personal and vocational development. Communication skills were tested through guest interactions, requiring professionalism and adaptability (Vallen & Vallen, 2014). Being able to communicate clearly and effectively with guests and staff across different departments improved my confidence and ability to handle requests efficiently. Teamwork was essential in coordinating departmental functions to ensure seamless guest experiences (Fallon & Rutherford, 2010). Working within teams across different departments helped me understand the interdependent nature of hotel operations and the importance of collaboration.

Task management and leadership responsibilities enhanced decision-making capabilities, contributing to a deeper understanding of guest service expectations (ASET, 2017). Throughout my placement, I was given the opportunity to take initiative in problem-solving, particularly in situations requiring quick decision-making. I also learned that leadership within guest service operations extends beyond delegation and supervision; it requires motivation, adaptability, and a commitment to upholding service standards. By reflecting on my experiences, I recognized the areas where I could improve, such as handling guest complaints more effectively and developing a stronger understanding of crisis management strategies.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
 Work-based skills such as communication, problem-solving, and multitasking played a pivotal role in meeting guest service expectations (Johnston, Clark & Shulver, 2012). Supervisory responsibilities required balancing operational tasks while ensuring staff efficiency. Technical knowledge in housekeeping included understanding cleaning protocols and quality assurance (Casado, 2012), while maintenance required familiarity with basic repair procedures and safety regulations (Rughubalan, 2009).

Guest service standards were upheld through the integration of both theoretical knowledge and practical application (QAA, 2018). Observing event planning and execution provided a deeper appreciation of logistical coordination and customer service expectations (Fallon & Rutherford, 2010). An example from the Meetings and Events department involved managing last-minute changes to a corporate event, requiring rapid problem-solving and coordination among teams. These experiences underscored the necessity of adaptability and proactive decision-making in guest service operations (Hagg, 2013).

Section 3: Reflection on Organisational Issues 
One of the key challenges encountered during the placement was handling guest complaints regarding room cleanliness. This issue affected the Housekeeping department’s efficiency, guest satisfaction, and the hotel's reputation (Bardi, 2010). The situation required immediate rectification, coordination with the maintenance team for necessary repairs, and effective communication with guests to restore confidence in service quality (Vallen & Vallen, 2014).

A possible solution involves implementing a more rigorous quality control system, including increased supervisory checks and guest feedback mechanisms (Johnston, Clark & Shulver, 2012). The application of Herzberg’s Two-Factor Theory suggests that enhancing job satisfaction through recognition and responsibility can improve housekeeping performance (Tewan, 2009). Additionally, providing continuous training and using technology-driven housekeeping management systems can enhance efficiency and service standards (QAA, 2018).

Conclusion and Action Plan 
This placement has been an invaluable learning experience, offering deep insights into the complexities of managing guest service operations within a hotel setting. Through hands-on exposure to multiple departments, I have developed a greater appreciation for the role of teamwork, adaptability, and strategic problem-solving in delivering exceptional guest experiences. The opportunity to shadow supervisory positions allowed me to understand the responsibilities involved in maintaining service quality and addressing operational challenges proactively.

The placement has reinforced my understanding of the significance of work-based skills such as leadership, communication, and technical expertise in maintaining operational efficiency. I have gained practical knowledge of how departments interact to ensure smooth hotel operations, and I now recognize the importance of aligning theoretical knowledge with real-world applications to enhance service delivery.

Moving forward, my action plan focuses on refining my leadership capabilities, improving conflict resolution strategies, and expanding my technical proficiency in hotel management software. Continued professional development, such as attending industry workshops and engaging in mentorship programs, will enable me to build on the skills acquired during this placement. Moreover, staying updated with emerging industry trends will ensure that I remain competitive in the field of hospitality management.

Overall, this placement has been instrumental in shaping my career aspirations. The experiences gained have solidified my passion for guest service management and have prepared me for future roles in the industry. By implementing the lessons learned and actively working towards professional growth, I am confident that I will be well-equipped to excel in the dynamic and demanding world of hospitality management.

Action Plan

[image: image2.png]Objective - Action Steps v | Timefram ~ Resources Required - Success Indicators -
Enhance Leadership Skills Attend leadership training programs and workshops. 3-6 months |Training courses, mentorship Increased confidence in leading teams.
Improve Conflict Resolution Skills Participate in conflict resolution training and role-playing exercises. 2-4months |Training materials, case studies Effective handling of guest/staff disputes.
Strengthen Housekeeping Knowledge Shadow experienced supervisors and study housekeeping standards. Ongoing Supervisor guidance, manuals Enhanced efficiency in housekeeping tasks.
Develop Technical Maintenance Skills Assistin minor maintenance tasks and learn preventive maintenance procedures. |3-6 months |Hands-on training, manuals Ability to identify and address minor issues.
Gain More Event Management Experience |Volunteer for event planning tasks and observe senior managers. 6 months Event planning software, mentorship |Successful participation in event coordination.
Increase Efficiency in Guest Services Implement guest feedback mechanisms to identify service gaps. Ongoing Feedback tools, surveys Improved guest satisfaction scores.
Learn Hotel Management Software Enrollin training programs for property management systems. 3 months Software access, training Proficiency in using hotel software.
Strengthen Teamwork and Collaboration |Engage in cross-departmental projects and team-building activities. Ongoing Team workshops, meetings Improved collaboration between departments.
Stay Updated on Industry Trends Attend hospitality conferences and read industry publications. Ongoing Industry reports, webinars Awareness of new trends and best practices.
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