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[bookmark: _Toc181894443]Part 1: Learning Log – Weekly Journal Entries
	Week 1

	Experiences/Tasks/Challenges/Lessons
	Shift
	Student
Signature
	Hotel Mentor
Signature

	I have set up the breakfast buffet alongside clearing tables and polishing cutlery at the Marriott Hotel. Even though balancing speed and quality was challenging, it was required for guest satisfaction.
	30th September, 2024
	
	

	Week 2

	Experiences/Tasks/Challenges/Lessons
	Shift
	Student
Signature
	Hotel Mentor
Signature

	I have polished cutlery as well as set tables in CMV to enhance the presentation. During this week, time management has been a challenge.
	7th October, 2024
	
	

	Week 3

	Experiences/Tasks/Challenges/Lessons
	Shift
	Student
Signature
	Hotel Mentor
Signature

	I have checked guests in/out at the Front Office and even gained confidence in fast-paced service.
	14th October, 2024
	
	

	Week 4

	Experiences/Tasks/Challenges/Lessons
	Shift
	Student
Signature
	Hotel Mentor
Signature

	I have performed Housekeeping tasks like bed-making and room cleaning which have enhanced my attention to detail regardless of time pressures.
	21st October, 2024
	
	

	Week 5

	Experiences/Tasks/Challenges/Lessons
	Shift
	Student
Signature
	Hotel Mentor
Signature

	I have done restaurant duties again, managed tables and maintained cleanliness efficiently.
	28th October, 2024
	
	

	Week 6

	Experiences/Tasks/Challenges/Lessons
	Shift
	Student
Signature
	Hotel Mentor
Signature

	I have set up tables in CMV. During this week, I honed my organisation skills and balanced multiple responsibilities.
	4th November, 2024
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[bookmark: _Toc181894445]Introduction
Within Marriott Hotels, guest service operations give utmost priority to efficiency and exceptional quality across all of its departments like housekeeping, reception, and various others. During my placement, I aimed to increase my understanding of hotel operations and even develop more practical skills essential specifically for the hospitality industry (ASET, 2017). Here, my key learning objectives involved honing not only communication but also teamwork, problem-solving abilities, and similar others while improving technical knowledge regarding each department (Casado, 2012). Apparently, I intended to strengthen my capability of managing guest expectations alongside enhancing service delivery by engaging in guest-facing roles that ultimately have prepared me for future supervisory positions within this industry.
[bookmark: _Toc181894446]Section 1: Reflection on Experience and Personal Development
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Figure: Kolb’s learning cycle.
Source: (Kolb, 1984).
Concrete Experience
While shadowing within various departments, I have participated in diversified guest service activities like checking guests in and out at the Front Office, setting up the breakfast buffets in the restaurant, and so on (Johnston, Clark and Shulver, 2012). All these mentioned tasks alongside others have required higher attention to not only speed but also quality. This additionally has underlined the operational demands for each department.
Reflective Observation
While observing the influence of effective guest interactions on their overall satisfaction, I have noticed that communication has been highly necessary to handle both inquiries and concerns more professionally. Besides, teamwork within the restaurant has enlightened me regarding the significance of each role in seamless service delivery (Bardi, 2010). In the meantime, I have also observed the ways attention to detail within housekeeping has a positive effect on guests’ perceptions of cleanliness and order.
Abstract Conceptualisation
At this point, I have connected all the information with my previous learning where I have understood that guest satisfaction heavily relies on consistent high-quality service across roles. Moreover, my development from Level 4 to Level 6 has already strengthened my communication as well as teamwork, yet this practical exposure has further solidified these abilities by linking theories with real-world applications (Raghubalan and Raghubalan, 2009).
Active Experimentation
By implementing this knowledge, I now want to adapt my approach towards improving my speed and accuracy, particularly within guest-facing tasks (Casado, 2012). Plus, this experience has empowered me with not only greater confidence but also efficiency and prepared me for more complicated responsibilities within guest services.
[bookmark: _Toc181894447]Section 2: Critical Analysis of Work-based Skills and Technical Knowledge
Seemingly, work-based skills alongside technical knowledge about handling guest interactions have been highly essential in times of meeting guest service expectations. Here, my weekly journal has reflected the significance of such skills. To clarify this, managing multiple tables within the restaurant area has required more careful prioritisation to balance attentive guest service with cleanliness (Haag, 2013). This particular experience has underlined the major significance of time management because guests mostly expect timely service, and any delays here can influence their dining experience. Likewise, technical knowledge regarding the booking and check-in/check-out procedures at the front office has also been crucial. Apparently, learning the mentioned systems has enabled me to handle check-ins and check-outs much more efficiently (Wood, 2013). Evidently, high cleanliness standard maintenance within housekeeping has directly aligned with Marriott’s guest service goals because a well-kept room has a notable influence over guest satisfaction.
[bookmark: _Toc181894448]Section 3: Reflection on Organisational Issues
Once, I encountered an issue of guest dissatisfaction as the customer was not happy with the cleanliness of his room, particularly the bathroom area. This situation had a direct impact on the guest’s experience and it could have possibly damaged the entire hotel’s reputation if not addressed quickly (Johnston, Clark and Shulver, 2012). This type of complaint has also increased the workload of the housekeeping team as additional cleaning was deemed necessary urgently which has disrupted our planned schedule. To address this, I later responded with empathy while promptly informing a supervisor and acknowledging the concern. Here, we have offered that guest a room upgrade as a goodwill gesture which significantly assisted the hotel in restoring guest satisfaction (Tewari, 2009). Therefore, hotels like Marriott can implement quality control checklists in housekeeping to not only avoid such issues but also ensure rooms have consistently met cleanliness standards. Seemingly, an approach following Herzberg’s motivation-hygiene theory here can minimise complaints by consistently addressing hygiene factors to maintain higher guest satisfaction and protect the hotel’s overall reputation (Vallen and Vallen, 2014).
[bookmark: _Toc181894449]Conclusion and Action Plan
Throughout my placement period, I have gained various valuable information regarding Marriott’s guest service operations while comprehending the significant role of technical knowledge alongside work-based skills and communication within exceptional service delivery. Besides, by shadowing in various departments like housekeeping, restaurant, reception and others, I have acknowledged the higher significance of each of their functions within positive guest experience creation.
Now moving forward, my career goal here is to pursue a supervisory role within hotel guest services. To achieve this, I need to work on developing skills in team leadership, conflict resolution and even operational efficiency (O’Fallon and Rutherford, 2010). For this, a detailed action plan is given below –
	Objective
	Strategy
	Required Support/Resource
	Timeframe

	To improve conflict resolution skills by completing a specialised training course.
	I will participate in in-job workshops specifically focused on guest complaint handling.
	I will require access to various training materials and even mentorship from experienced supervisors (QAA, 2018).
	6 months

	To develop leadership abilities by leading at least 2 team projects/shifts.
	I will take on shift leader responsibilities when possible by prioritising both team motivation and task coordination (Raghubalan and Raghubalan, 2009).
	I will need guidance from my current supervisors alongside access to leadership-related workshops.
	3 months

	To enhance efficiency within service delivery through time management and workflow techniques optimisation.
	I will observe and apply best practices within workflow management, and even implement them during high-traffic periods (Vallen and Vallen, 2014).
	I will require certain coaching sessions with mentors to develop skills in process assessments.
	4 months
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