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[bookmark: _Toc158464264]Introduction
This portfolio aims to make a learning log over the placement development record to reflect on the learning experience of the student in terms of critically reviewing their development within the guest service operation of the front desk of the selected hotel “Clarion Hotel”. It will reflect the experience of carrying out the supervisory operation of “supervisor – front office” and critically analyse the skills and technical knowledge needed for meeting guest service expectations, reflect organisational issues in providing guest service and future action plans in improving work-based skills and personal development goal in term of ensuring professional growth within the hospitality industry. 
As a learner of this module, I got the opportunity to engage in a placement within the “Clarion Hotel” in the UK which improved my experience of managing and leading people at the workplace and solving real-life issues of hospitality organisation. Work placement means the opportunity to get real-life working experience in a specific job role by working for a specific period within real-life organisations. Placement provided me the opportunity to implement my learnings from this module to perform the job role of supervisor at the front desk of the Clarion Hotel. 
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A Brief Overview of the hotel’s guest service operation
[image: CLARION HOTEL PARK AVENUE NEW YORK, NY 2* (United States) - from £ 78 |  HOTELMIX]
Figure 01: Clarion Hotel.
Source: (Hotelmix.co.uk, 2024).
Clarion Hotel is a famous hospitality business in the UK and was founded in 1961 in the UK. It operates in around 280 locations, and its revenue is £6.6 million (Hotelmix.co.uk, 2024). The hotel guest service is Calibri and excellent because they provide a vast number of amenities, service and recreation, comfort, and leisure services. They give complimentary breakfast and newspaper delivery (Kim and Law, 2016). They provide greetings and assistance by answering queries, solving concerns and complaints, informing amenities and services like spas, leisure, gyms, and open and close times during check-ins, and accommodating them in a very friendly manner, ensuring an enjoyable experience for repeat service purchasing (Hagg, 2013).
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Learning objectives for the placement within the area
· To ensure personal as well as vocational development, exploring industry experience and placement and the academic journey within the next six months.
· To develop work-based skills as well as technical knowledge for developing the guest service standards within the next 1 year.
· To develop an effective action plan for ensuring the development of one's supervisor position and performance, identifying areas of improvement.
[bookmark: _Toc158464267]Reflection on Experience and critical analysis of situation and issues
This reflection will reflect on my experience and personal development of shadowing a supervisor position in the front office department Using Gibb’s reflective cycle. Additionally, it will critically analyse the importance of work-based skills and technical knowledge in meeting guest service expectations in the hotel, and it will reflect on the organisational issues of the selected organisation, Mariott International. 
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Figure 01: Gibbs Reflective Cycle.
Source: (Furenes and Gjerald, 2019).
Description: In this stage, the reflection on the experience of shadowing the position “supervisor- front office” within the front office department will be explored (Johnston, Clark and Shulver, 2012). During the placement of a supervisor-front office in the Mariott International Hotel, I had the responsibility of ensuring effective as well as smooth operation to ensure guest satisfaction (Moreo and Savage, 2020).  I developed my management and leadership skills, knowledge, and experiences throughout my placement within the Hotel as a front-desk supervisor. I tried to produce excellent feedback by handling customer complaints and trying to make the service more accessible and friendly (Hotelmix.co.uk, 2024).  It developed my work-based skills and knowledge, as well as technical knowledge, by maximising my adaptability, teamwork, guest handling, handling of complaints, conflict management, and many more (Furenes and Gjerald, 2019). I also understood the use of gathering, managing, and analysing data using It devices, task collaboration software and social media management for handling consumers and employees. 
Feeling: Here, the feeling and understanding before and after the experience are illustrated (Johnston, Clark, and Shulver, 2012). Before the attainment of the placement experience as a supervisor of the front desk, I was highly anxious and nervous because I never had experience playing a real-life job role in a supervisor position. However, as a front-desk supervisor, I had to assess the operational need, manage and lead front-desk staff, and determine the need for employment (Kim and Law, 2016). I also had to create a daily work schedule, implement changes to office procedures, planning, coordinate, and support workflows. From the experience, I understood the significance of work-based skills like communication, teamwork, adaptability, leadership or conflict management, and technical knowledge like data management, analysis, social media management, and so on (Mohsin and Lockyer, 2020). I found my knowledge improved, and I understood my improvement area, which is managing guest complaints developing digital skills, and managing and leading the team of front-desk staff which makes me optimistic about ensuring my professional development in the industry. 
Evolution: The evaluation stage evaluates the positive and negative aspects that occur in the situation or experience, critically analysing them. Performing the role and responsibility as a front desk supervisor I implemented Tuckman’s team development model to build the team and Belbin’s team role model to divide tasks among team members which helped me to reduce chances of conflicts among team members and enhance the productivity of front-desk staff (Tom and Devine, 2019). To improve teamwork, I communicated with the individuals at the front desk to ask about their need for support and resources educated them to ensure effective guest service and filled the gaps by requesting authority which helped me to improve employees' job satisfaction and motivation. As a front-desk supervisor I monitor their performance, provide regular feedback, and ensure the settlement of disputes if any misunderstandings occur (Bardi, 2010). I also gathered data from the customers regarding their complaints about guest service and gave training to the candidates in meeting customer demands and expectations. Nevertheless, I also found some negative consequences that occurred during the role's carrying out (Warren, 2020).  I face challenges in managing guest expectations as well as preferences in the digital era at Clarion Hotel.  I found they require high hygiene standards and touchless goal experience after the post-pandemic during hotel check-ins and outs, and giving employees training and developing their IT skills is time-consuming and costly in balancing the guest service expectation (Casado, 2012). 
Analysis: In this stage, the reflection and analysis of the organisational issues are considered for practical consideration in reducing the problems and issues overall. For example, as a supervisor at a front desk, I successfully built the team by implementing Tuckman’s team development model and Belbin’s team role model that identified my practical skills which is my strength (Furenes and Gjerald, 2019). As a supervisor of the front office, I have encountered various problems faced by staff in delivering service to customers and solved them by unitising my problem-solving skills and critical thinking skills which brings employee motivation and job satisfaction (Baum and Odgers, 2018). However, I identified that customers were asking for touchless experiences at Clarion Hotel. In this situation, the employees were hugely demotivated because they had to greet them, consult them, and answer their queries rationally. It required a digital infrastructure and re-office management (Frye, 2019). However, in terms of solving the problem, I suggested the upper management give a digital system to the customers as soon as possible, invest adequate capital, and deliver resources so that employees can develop their IT skills and communicate and serve customs through it. 
Conclusion: From the whole experience, it can be said that, in terms of managing and leading a team of employees within real-life organizations, I need to develop my leadership skills, motivational skills, problem-solving skills, critical thinking skills, and conflict management skills to identify and solving problems facing by employees at the workplace and to improve customer services. I could have led and managed the team at the front desk differently by focusing on specific leadership styles such as democratic leadership, situational leadership, or transformational leadership (Frye, 2019). However, the front desk staff are facing issues in meeting the expectations of customers to get digitalised services such as touchless door closing and opening services. So, the top level of management of the organisation also needs to come forward in giving adequate resources and capital to reduce the organisational issue of “excessive employee demand for digital guest service” (Hotelmix.co.uk, 2024). 
Action plan: In the future, I will try to resolve the organisational issue by developing work-based skills and technical knowledge of myself and my subordinates through independent learning and providing adequate education and training (Hai‐yan and Baum, 2024). I will enhance my leadership skills, motivational skills, and problem-solving skills by engaging in teamwork during workshop programs and role-play activities (ASET, 2017).  It will enhance my communication, teamwork, and collaboration skills by sharing good practices and leasing with my peers. To improve the guest service quality of Clarion Hotel and align with the personal and professional growth in the hospitality industry, the top level of management of Clarion Hotel should take measures of digital transformation (Hotelmix.co.uk, 2024). 
[bookmark: _Toc158464268]Conclusion
From the overall learning log, I have learned the significance of developing work base skills and technical knowledge and understanding the guest service standard for maintaining quality. I learned my area of improvement and role as a supervisor of the front desk at Theo Hotel, and this helped me shape my future career aspirations.
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