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[bookmark: _Toc214118294]Introduction
The reflective log analyses the operations of the guest services at the Hampton by Hilton Luton during my level 6 placement. The location was based on the front desk tasks in the Guest Service department, such as check in and check out, answering guest call and communicating with housekeeping. Access control to car parks was a critical problem witnessed. It has a car park that costs £15 per day or £12 to registered guests which is controlled by automatic barrier and is operated by reception staff remotely. The barrier alarm can go on continuously during high traffic, and employees occasionally open it without checking the licence plates, which allows free use of the unauthorised exits. This log examines the problem through theoretical concepts of past modules and offers a practical plan of improvement. 
[bookmark: _Toc214118295]Main body - department reflection
[bookmark: _Toc214118296]Analysis of the guest experience in car park operations
Guest service is provided not only on arrival but also on departure. The car park gate at Hampton by Hilton Luton has reception personnel who have to respond to a buzzer and open the gate manually. When making weekend shifts, the buzzer is on, constantly, since several vehicles are trying to get out at the same time. The staff is supposed to check on registration number to verify that they have been paid but when there is a pressure they normally open the barrier randomly. This translates to revenue being lost and frustration of guests by having to wait when they should be served. 
[bookmark: _Toc214118297]Management styles and leadership
The property has a directive style of leadership in which there is minimal consultation when it comes to assigning tasks (Jewell, Jewell and Kaufman, 2022). The shift manager, Haroon, orders the staff to be more focused on speed than checking and this reflects a focus on the operation throughput rather than the satisfaction of the guests. At the level of Management and Organisational Behaviour (Level 5), transformational and situational leadership styles were discussed in terms of their effectiveness. Transformational leaders motivate and empower groups to enhance procedures but transactional leaders specialise in housework (Singh and Chaudhary, 2024). The style of leadership at hand decreases the accountability since the staffs respond to the commands and may not challenge unproductive systems. The leadership should also be more participative to enhance the service to the guests by consulting the staff who may present solutions like technology upgrades. This is in line with module recommendations by assessing the impact leadership styles have on employee motivation and productivity.
[bookmark: _Toc214118298]Culture and teamwork
It places value on teamwork in the organisational culture yet there are poor communication systems that block efficiency (Adham and Sukkkar, 2024). The housekeeping and maintenance and the receptionists share one walkie talkie channel and this leads to confusion in cases where several departments are communicating at the same time. This Personnel Resourcing & Development module brought to focus that a conducive culture promotes transparency in communication and teamwork. Practically, the car park problem proves that in cases where culture is used to prioritise speed without definite directions then employees might circumvent procedures. Also, the name of duty manager is not shown on the wall, and this makes it less clear about decision making authority. In order to reinforce the culture and teamwork, the hotel ought to introduce transparent guidelines on car park operations and the identity of the duty manager is visible such that it can escalate easily.
[bookmark: _Toc214118299]Marketing and guest experience
The car park is a value proposition in the hotel in terms of marketing. According to Marketing Essentials, there is a relationship between guest experience and repeat business as well as online review. First and last impressions may be hampered by an unplanned parking procedure. Today, the process of parking is not explained to the guests during the booking or the check in, the signs are not many, and the price system can seem non transparent. To match the marketing theory, the hotel should ensure the parking detail is properly displayed on its web site and check in, emphasising such advantages as parking security and reasonable prices (Morrison, 2022). There could also be the introduction of opportunities to upsell, like the packaged parking of the long stay visitors. The module handbook recommends that the students explain why a given issue is important and back their claim with research. The point here is that in case of improper parking management, the loss of revenue and negative attitude of the guests may occur.
[bookmark: _Toc214118300]Improvement plan
Adopt the use of automatic licence plate recognition (LPR): A LPR system would automatically read vehicle registration numbers and associate the same with payment records. Upon payment of parking by a guest in the reception or internet, the system would read the plate number and raise the barrier without the assistance of the staff. This is in line with the principles of the service operations management as applying technology to improve efficiency. The cost of installation can be explained by less labour and increased revenue capture. The coordination of a pilot could be with the IT department.
Give specific training and articulate guidelines: Staff must be trained on new system and principles of customer service that are highlighted in Hospitality and Guest Services (Luo, Wang and Tai, 2019). Conflict resolution and making sure that the guests have been informed of how the parking process works should be trained. Written procedures and checklists would minimise the possibility of ambiguity and inconsistent reaction in case of technology failure. All this can be done by empowering the staff to document incidents and make proposals on how things can improve, thereby leading to a culture of learning.
Increase parking services marketing communication: Refurbish hotel web site and confirmation of booking with parking options, costs and plus. Once at the check in, the receptionists should explain the process and cost of parking to the guests, and this should be transparent. This step is informed by the marketing theory that effective communication builds trust and this may be an upselling chance. Once LPR has been implemented, the hotel can market the convenience of the contactless exit as a competitive advantage.
[bookmark: _Toc214118301]Self-reflection and role in the improvement
I was actively involved in identifying the problem and offering solutions to it. I worked behind the barrier manually, and, therefore, I felt the pressure of the constant buzzer alarms and guests being dissatisfied. This was supported by conversations with other workers who emphasised that change was necessary. I used the experience of level 4 Marketing Essentials and level 5 Management and Organisational Behaviour and proposed the LPR system and prepared a draft standard operating procedure. This shows how the theoretical learning and practical problem solving have been integrated as the module has advocated. 
[bookmark: _Toc214118302]Conclusion
Guest service operations entail consideration of all the details that define the guest journey. The car park entry system is one of the central concerns in Hampton by Hilton Luton that influence customer satisfaction, income, and employee workload. Using theoretical knowledge gained in the modules on leadership, organisational culture and marketing with the focus on communication protocols and information transparency, it can be said that management style is inseparable with the former. Three step improvement plans, which includes the installation of the licence plate recognition technology, the staff training with explicit protocols, and improved marketing communications, can provide a realistic way forward in ensuring the quality of the guest services and effectiveness of the work. 
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