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[bookmark: _Toc181660554]Assessment Component 1: Learning Log- Weekly Journal Entries
Abbots Barton Hotel's housekeeping department was my starting place for the business placement; it commenced on 30th September 2024 and I reported to the General Manager John Smith. Across the duration of these six weeks, I have received a comprehensive appreciation of guest service operations, because I have been able to witness and practise in certain aspects. This journal is weekly documenting my work including my progress, tasks, difficulties, and even my thoughts that create the basis for constant professional growth and analysis of thought processes in the hospitality industry.
Placement Journal: Abbots Barton Hotel (Housekeeping Department)
Student:
Placement Period: 30th September – 10th November 2024
Location: 36 New Dover Rd, Canterbury CT1 3DU
General Manager: John Smith
Week 1 (30th September – 6th October 2024)
Tasks Performed:
· Getting to know the housekeeping department; acquainted with the cleaning schedule, policies of guest privacy, and main tools.
· Supervised senior housekeeping staff preparing rooms for guests, their ability to correctly organize guests’ rooms, and adherence to the hotel standards.
· Involved in tasks of washing and stewarding responsibilities; trained on how to fold, sort and store laundry.
Challenges Faced:
· Having to go at the housekeeping’s business pace, more so during periods of high check-out rate.
· Preciseness and timing constraints because room preparation had to be done quickly, but methodically and inclusively.
Positive Experiences:
· Positive and cooperative contact with members of the housekeeping personnel who were willing to help.
· Realizing how clean & suitable rooms can ensure guest satisfaction which is poorly attained by a temporary room’s set-up.
Reflections:
· Had both enthusiasm and anxiety, especially concerning the fact that the hotel is a very cultured one.
· Understood the role that cleanliness and tidiness played in the overall concept of guests.
Week 2 (7th October – 13th October 2024)
Tasks Performed:
· Started to take full responsibility for the preparation of the rooms, the making of the beds, dusting and restocking of items used by the guests among others.
· Watched the working of the maintenance team in attending to repairs and logistics and observed how important it is to have integration between housekeeping and maintenance.
Challenges Faced:
· Forwarding guest requests for additional items and reporting any minor problem within the rooms to the maintenance team.
· Rescheduling the cleaning process on weekdays due to cheques being out at the last moment, during the weekends.
Positive Experiences:
· Had a good comment from a customer about the cleanliness of the room. This he did with much clamour which in one way or another augmented my confidence in whatever I was doing.
· Liked the idea to create a room to hotel standard when it is done.
Reflections:
· Understood that cooperation between housekeeping and maintenance in the process of room arrangement is useful.
· A good week, as independence knowledge was being enhanced more next week, is looking forward to it.
Week 3 (14th October – 20th October 2024)
Tasks Performed:
· Involved in cleaning extended styles of guest rooms meaning they also contributed to detailed work such as cleaning upholstery and carpets among others.
· Taking guests’ calls to address issues to do with the rooms and to do so the interaction with the front desk was necessary.
Challenges Faced:
· Almost got into a conflict of interest with one of the guests, because I failed to grasp the assistance they required due to the language limit.
· The major drawback was the time that was taken to clean larger suites as they still had to meet the required quality standards.
Positive Experiences:
· Had the feeling that it was helpful in meeting a guest's need of helping to facilitate requests made to the front desk representatives.
· Feelings of progress in expanding responsibilities in solving problems arising from guests’ experiences particularly when they are difficult.
Reflections:
· Enjoyed being able to meet challenging room requirements and guest questions and felt thus empowered.
· One of the things that became very clear this week is how much departments depend on each other, something that I intend to enhance.
Week 4 (21st October – 27th October 2024)
Tasks Performed:
· Observed the procedures used by a senior housekeeper in handling the setups of a room for the VIP, realised the necessary changes such as re-arranging flowers, or writing a message can add more value to the customer.
· Helped the maintenance team to report and solve problems such as the malfunctioning of some air conditioning units in the rooms.
Challenges Faced:
· Cleaning also big rooms with carpets especially VIP suites contributes to tiredness mostly from the physical activities involved.
· Normally, making adjustments between guests’ expectations and practical logic, for instance, some guests asked for changes after cleaning.
Positive Experiences:
· Most satisfying was the feeling that saw satisfaction on the faces of the V.I.P guests once they stepped inside and noticed the items that were specially put by us.
· Greater confidence when pointing out necessary maintenance in the room to the maintenance team at the earliest opportunity.
Reflections:
· A week ended up solidifying the essence of customization in hotel businesses.
· I felt motivated by the guest’s compliment but hope to build endurance and hardiness in the next weeks.
Week 5 (28th October – 3rd November 2024)
Tasks Performed:
· Used for daily guestroom inspection and housekeeping quality control cheque, which demands a higher level of observation.
· Was engaged in helping guests in person with directions and briefing about the hotel.
Challenges Faced:
· Dealing with a complaint from a guest about the room’s cleanliness; this involved talking to the floor attendants from the housekeeping department and the front-end staff.
· Overcoming stress resulting from consecutive room inspections.
Positive Experiences:
· Making a favourable impression on a guest when the person was lost and asked for my assistance.
· The ability to satisfy the concern regarding cleanliness, and its efficient and prompt resolution.
Reflections:
· Had some pride and some stress during the week; handling complaints was uncomfortable but helpful.
· Understood that one should maintain his/her temper regardless of the behaviour of the guests he/she is serving.
Week 6 (4th November – 10th November 2024)
Tasks Performed:
· Joined a training session on environmentally friendly practises in cleaning, knowing more about sustainability in the clean house.
· Assisted in new stock ordering and putting back housekeeping supplies to ensure smooth operations were being conducted regularly.
Challenges Faced:
· Some of the measures include adopting new structures to support eco-friendly practices that were different from the traditional practices.
· It felt like we were under pressure to the multitude to the exercising of the rooms and doing stock control.
Positive Experiences:
· Was able to be exposed to how sustainability is viewed and implemented on the practical level.
· Had a good response from my supervisor in the aspect of organisational skills making improvements in the furniture supply room.
Reflections:
· Inspired to learn more about sustainable measures taken in the hospitality industry.
· Despite being a tough week, they got the feeling of being rewarded with new skills and knowledge that I had acquired all week. 



[bookmark: _Toc181660555]Assessment Component 2: Reflective Journal
[bookmark: _Toc181660556]Introduction
Abbots Barton Hotel located in Canterbury provides the client with a mix of traditional and contemporary accommodation and guest service. Services offered to guests here involve a systemized manner of addressing guests offering priority to issues like tidiness, comfort and guest satisfaction. In my placement at this hotel, I was able to follow the course of work of a supervisory position in the housekeeping department and this made it possible for me to learn the practical aspects of the working skills and the technical content knowledge that is required in successful service delivery to the guests. As for learning objectives I wanted to learn about communicating, teaming and technical knowledge that would allow the delivery of high-quality guest service, as well as gaining an understanding of the role and responsibilities of a manager.
[bookmark: _Toc181660557]Section 1: Reflection on Experience and Personal Development
In my case, I circumferential a supervisor, and I employed Gibb’s Reflective Cycle to plan my ideas. As far as Gibbs (1988) maintains, reflective practice can be broken down into four categories, that is the following: descriptive, emotional, evaluative analysis, conclusion and action planning. Here’s how this model shaped my understanding:
Description and Feelings: Observing from behind the suite during the shadowing indicated that precise work order is crucial for the guest services of the hotel. At first, I saw the supervisor organising cleaning schedules, ordering supplies, and attending to guests’ needs which all appeared overwhelming to me. This made me feel nervous but at the same time was ready to learn from them based on their positivism, and orderliness.
Evaluation and Analysis: It especially brought out the importance of work-related competencies and that communication and teaming were important competencies. Issues such as communication with the staff to enhance efficiency, and the interaction with guests to achieve satisfactory results highlighted the value of communicational skills from the account of the supervisor. Based on previous research, it would be possible to identify teamwork and open communication which may lead to an increase in guest satisfaction levels (Salas et al., 2019).
Personal and Vocational Development: From my prior academic background, I got the book knowledge in the domain of hospitality, but the actual exposure made me realise how vital it is to have interpersonal skills including flexibility and perseverance. For example, dealing with an angry guest was an interesting task because it showed that guest service staff needs to be patient and come up with a solution immediately. These attributes also reflect the industry standards of hospitality staff (Ladkin and Weber, 2018).
This reflective process gave me clarity about generic skills such as communication, planning and organisation, and flexibility that are core to effective hotel services.
[bookmark: _Toc181660558]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Employment courteously on the job and vocational content knowledge are central to achieving and going further than guests’ expectations in lodgings. Observing a supervisor on the job enabled me to realise the translation of traits that make a good guest service in the construction of the skills that a good employee must possess such as time management, and problem-solving, among others.
Time Management: From the supervisor’s daily activities, one was made to appreciate the need to manage time when it comes to delivering good guest services. Proper scheduling ensured that the room readiness standards were met as well as guests’ needs Were met as needed.
Technical Knowledge: That is how the need to make sure that a particular room corresponds to the cleaning standards of the hotel presupposes technical expertise, which ranges from compliance with textual cleaning standards to proper supply management. Places with technical skills in hospitality ensure they maintain the standard and more so the quality of services being offered (Oliver, 2022).
Communication Skills: Dealing with guests’ requests and complaints needed appreciation of the fact that they needed to be communicated properly. For example, when one of the guests complained of a problem with cleanliness, the supervisor was very polite about it and made it into something good. Through this, the participants learned the importance of conflict-solving and listening, which are core to guest relations (Morrison, 2021).
Teamwork and Leadership: Cohesiveness and good coordination of workers enhanced the provision of the guest experience. In another step the recognition of how the supervisors’ leadership approach fostered cooperation throughout teams, and thus impacted services was made. As was revealed by studies, effective leadership increases staff motivation which directly determines the increased level of guest satisfaction (Tracey and Hinkin, 2021).
Standard Maintenance: Observations of quality included maintaining service standards as a key element. To make sure every touch-point met guest expectations it also reiterated the need to have standard and quality cheques on every facet of the service offering. These skills and knowledge are among the requirements for setting up a productive teamwork team in the hospitality environment to aim at delivering superb guest services.
These skills and knowledge are pivotal to a properly running hospitality team since they involve interaction with the customers with a particular focus on the guests in the hotel.
[bookmark: _Toc181660559]Section 3: Reflection on Organisational Issues
The unavailability of cleaning supplies led to a major challenge in the rooms being set early enough to be occupied. Thus, this influence caused negative effects on the housekeeping performance and guests, since several of them had to wait longer for cleaning.
Impact on Operations and Guest Service: This shortage in supply sources affected cleaning procedures in line with guest cheque-ins, and created low guest satisfaction. Such resource utilisation as people is very important in ensuring that the service delivery in the hospitality industry is up to the expected standard (Davies et al., 2019).
Suggested Solution: One of them is to find a possible way of addressing the problem of supply shortages – to create an inventory tracking system. Proposing to work upon this system as the inventory control system for a company would employ the Just-in-Time (JIT) inventory ideals to keep supplies typically monitored and re-purchased as needed (Heizer and Render, 2018). Equally thus it would be important that proper channels of communication between the housekeeping and the purchasing departments were enhanced to help prevent occurrences of shortages in the future.
When organisational problems have been identified, it is easy for the hotel to seek systematic ways that will make the operations run smoothly without having to compromise on the quality of services offered.


[bookmark: _Toc181660560]Action Plan
Below is a SMART action plan to guide further development in key areas:
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	Improve guest communication skills
	Learn and practice guest-friendly phrases and responses for various situations
	Feedback from supervisor and guests
	Practising daily during shifts
	Essential for guest satisfaction
	4 weeks

	Develop technical knowledge of housekeeping standards
	Study hotel protocols and cleaning standards
	Supervisor assessment
	Allocate 30 minutes post-shift
	Ensures room quality meets standards
	7 weeks

	Enhance adaptability in guest interactions
	Practice handling diverse guest requests with a positive attitude
	Self-assessment and supervisor feedback
	Engage in role-play scenarios
	Aligns with expectations in guest service
	5 weeks

	Build time management skills for task efficiency
	Set personal time goals for room preparations and tasks
	Log daily times and compare weekly
	Break down tasks into manageable steps
	Improves task efficiency
	8 weeks



[bookmark: _Toc181660561]Conclusion
Overall, this reflection report shadowing activity at Abbots Barton Hotel has added value to the world of workplace explicit competencies, Occupational Standard knowledge, and organisational Guest Services operational reality. I was able to tap into the kind of skills required to effectively supervise tasks and the people about the hospitality industry norms and standards. Using Gibb’s reflective model, I was able to identify strengths and weaknesses in the aspect of communication, flexibility and time management. Additionally, higher-order thinking skills such as problem-solving have been enhanced through addressing organisational challenges and the proposed SMART action plan will assist in the continual enhancement of these proficiencies. Lastly, this placement has provided me with the necessary basis for my career in the hospitality industry in terms of the importance of experience in delivering superior services.
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