Student name:			Fruzsina Valoczki
Student number:			2223630
Module:				Managing Guest Service Operations
Module code: 			BMIH6003
Lecturer’s name:			Giulia Chifari
Word count:				1268 words
Submission date:			14/06/2025
Student Learning Log





























I confirm that I have not used any AI tools in the research and creation of this assignment.
I confirm that I have not presented any AI generated materials as my own work.
I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.


Table of Contents
Introduction	4
Role Reflection	4
Management Performance & Guest Service Analysis	5
Guest Service Improvement Plan	6
Identifying the Problem	6
Development Plan	6
Conclusion	6
References	7




[bookmark: _Toc200804180]Introduction
My experiences working as a member of the housekeeping staff at the Premier Inn John Lennon Airport Hotel are reflected in this writing. Cleaning guest rooms and common areas, managing laundry services, and answering questions from visitors are the department's main responsibilities. Understanding how housekeeping impacts the visitor experience, analysing the impact of leadership on staff motivation, and developing the confidence to handle concerns in a professional manner were among my learning goals. I review the activities I engaged in, provide my insights on team management, and propose one enhancement to elevate guest service in the subsequent sections. 
[bookmark: _Toc200804181]Role Reflection
I will examine my experience through Kolb’s (1984) learning cycle. The transformation of real-world experiences into insightful knowledge is made easier by this framework (Wijnen-Meijer et al., 2022). I assisted the housekeeping team throughout my placement, which gave me a better understanding of how they work on a regular basis. My responsibilities included operational tasks like aid with morning room assignments, room information updating in the OPERA system, waste management, and room setup. I identified essential abilities needed for supervisors, including effective communication, proper delegation, and conflict resolution. The focus on guest needs was vital, aligning with the findings of Hidajat and Mansur (2024). My supervisor consistently demonstrated professionalism in high-pressure situations, and it was advantageous to see her participating in operational tasks to enhance team morale, a leadership approach supported by Lacalle (2023).
Two experiences prompted deeper reflection. The first concerned a system error that incorrectly indicated an occupied room as vacant. Housekeeping management knocked on the door, and although the television was audible inside, the guests responded by increasing its volume. Following this, the hotel manager was alerted and made several attempts to contact the guests by phone but received no answer. Following protocol, the hotel manager then applied a fee for an unapproved late stay. This scenario emphasised the necessity of clear escalation procedures and assertive decision-making when managing uncooperative guests. I realised my previous supervisor experience was a strength, helping me remain calm. However, I also recognised that my lack of familiarity with hotel-specific protocols was a weakness that would have caused uncertainty if I had to act alone. As a direct result of this realisation, the first point of my development plan became the mastery of these essential protocols.
The second experience was managing a conflict with a guest who rudely demanded to check in early on a busy morning. My manager remained calm, offering luggage storage as an alternative and communicating professionally under pressure. This interaction highlighted the importance of brief moments of guest engagement in influencing a customer's view of the hotel. Considering this, I recognised that my capacity to gain insights from these experiences is a strength. At the same time, I realised that I still needed to build more confidence in my capability to communicate assertively when facing direct pressure. This understanding directly influenced my strategy to incorporate practice in assertive communication. Based on my observations, I want to understand how hotel departments collaborate, get better at handling complaints or unforeseen problems, and adopt a more professional demeanour under trying circumstances.
[bookmark: _Toc200804182]Management Performance & Guest Service Analysis
I observed how management style, safety compliance, team culture, and marketing decisions impacted guest service.
My manager’s leadership style balanced structure with team involvement. On busy days, she actively helped with room turnovers, reflecting McGregor’s Theory Y, which suggests trust and empowerment motivate staff (Ali et al., 2020). Drawing on the Level 5 Management and Organisational Behaviour module, I recognised traits of transformational leadership, focusing on shared goals and team development (Bavik, 2024). This style was highly effective in fostering motivation. A purely transactional approach would have been less successful in building a proactive culture, aligning with Rabiul’s (2024) research on employee engagement.
The group followed The Workplace (Health, Safety, and Welfare) Regulations 1992 (UK Government, 1992). Daily tasks were similarly organised by internal standard operating procedures (SOPs), like SOP_109 for cleaning the department and SOP_125 for handling bed bug occurrences. Waste handling followed the Environmental Protection Act (1990), with a clear system for separating different waste streams (UK Government, 1990).
The supportive team atmosphere can be understood through the Zinger model of employee engagement from the Personnel Resourcing and Development module. A strong sense of team spirit was fostered by my manager’s inclusive leadership, creating a feeling of working towards a shared goal and mirroring the model’s emphasis on meaningful workplace relationships (Hussainy and Al-Wahaibi, 2022). By assigning me responsible tasks, she fostered a greater sense of purpose in my work.
Guest experience was also shaped by marketing decisions, which I analysed using concepts from the Marketing Essentials module (Level 4). For instance, during a major event, complimentary gift packs were placed only in Premier Plus rooms. While intended to enhance the brand, this raised fairness concerns, as nearly all guests were attending the same event. This type of selective treatment can undermine brand perception and create a sense of inequity among the hotel's clientele (Peng, Guan and Huan, 2021).
[bookmark: _Toc200804183]Guest Service Improvement Plan
[bookmark: _Toc200804184]Identifying the Problem
Particularly in the mornings when check-ins and check-outs overlapped, I observed throughout my placement that there was frequently insufficient time to adequately clean rooms. This sometimes affected the quality of the guest experience. This sometimes resulted in fast arrangements, which increased the risk of errors and decreased guest happiness. Issues like a shortage of towels or a full kettle diminished the guest's initial impression. The significance of this problem is supported by academic literature. Davis (2023) describes the process of checking in as a critical "moment of truth," where an unready room can cause immediate frustration. Furthermore, Hsieh, Hirudayaraj and Hsieh (2025) note that constant time pressure can lead to staff burnout over time, which degrades service quality. 
[bookmark: _Toc200804185]Development Plan
To address the challenges caused by time pressure, I have developed an improvement plan with three parts. First, I propose a short, daily operational meeting for the housekeeping manager and the staff. This meeting would be used to align the day's priorities, with a clear focus on rooms needed for early arrivals. This practice would foster proactive task management and improve team coordination. As Cuic Tankovic, Bilic and Brajkovic (2022) state, regular briefings enhance workflow predictability. Second, the procedures for guests who wish to check in early should be clearly defined. Confirmations should only be sent after the housekeeping team has confirmed a room will be ready. The OPERA system might identify rooms that are probably free sooner, alleviating staff workload and lowering complaints. This illustrates an essential takeaway from the Hospitality and Guest Services module, highlighting that it is vital to manage guest expectations (Hudson and Hudson, 2025). Third, keeping one or two buffer rooms free during busy periods helps improve operations. These rooms are not available for early check-in but serve as a backup if other rooms are delayed. Papademetriou, Anastasiadou, and Papalexandris (2023) emphasise that having contingency plans like this is important for maintaining high service standards.
[bookmark: _Toc200804186]Conclusion
Working at Premier Inn allowed me to witness firsthand how crucial the housekeeping staff is to maintain the hotel's reputation and making customers feel at comfortable. By observing experienced managers handle complaints and identify operational problems, I improved my capacity for critical thinking under pressure and improved my communication skills. My ability to transform observation into useful learning was aided using resources such as management evaluations and the learning cycle. It also made it easier for me to see my areas for improvement. After finishing my placement, I feel more assured and equipped to pursue a job in hospitality in the future. 
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