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Reflective Journal


Introduction 
The hotel where I was attached is the Coldra Court, which is a high-end hotel that offers an exciting dining destination, focusing on food of Southern origins smoked using hickory wood. This hotel comprises a dining facility and a court bar, which provides food and beverages to its customers. During the placement within this area, various learning objectives were identified that guided the learning experience. These objectives include:
· To learn supervisory skills in various departments of a hotel, including Reception/Front Office, Housekeeping/Maintenance, Leisure Club or Meetings and Events
· To learn skills in developing solutions to address challenges affecting the customers' experience in the hotel sector 
· To understand the management of customers' expectations in the hotel sector
· To get practical skills and experience in operational management 
· To understand how to maintain standards and levels of hygiene needed in the hotel industry 
Section 1: Reflection on Experience and Personal Development
In this section, I will use the Gibbs model created in 1988 by Graham Gibbs to reflect on my experience during the placement at Coldra Court. According to Adeani et al. (2020), the Gibbs model comprises six steps used to reflect an event, which include description, feelings, evaluation, analysis, conclusion, and action plan. 


Description
During my placement at Coldra Court, I worked as shadow supervisor under the leaders of reception/front office, housekeeping/maintenance, leisure club, or meetings and events department. I worked in this position for four weeks, where I carried out various tasks, which included working under the leaders to supervise the staff in the kitchen department to ensure the smooth delivery of orders to the customers, supervising the implementation of food hygiene, overseeing the customer reservation, supervising the coordination of entertainments, resolving a dispute between the client and staff, supervising the table turnover, handling the customers'' enquiries, verifications of guests information and payments, supervising the organisation of leisure activities, and sampling and reviewing the customer feedback. 
Feelings
When starting this role, I did not have enough confidence to work in such a position; thus, I was quite tense and worried about how I would perform and the response I would receive from the hotel's management. However, this experience changed within the first day as I got sufficient support from the senior management in the hotel and other staff working in the setting, helping me build my confidence. As a result, my confidence level increased, improving my performance and eroding my worries. Moreover, the support I got made working in the position more enjoyable and satisfying. As highlighted by Zehr and Korte (2020), during internships, the quality of learning for newcomers depends on the quality of socialisation experiences afforded to them by personnel in the working environment.


Evaluation
The shadowing supervisory experience was satisfying. Through this position, I could execute tasks in various hotel departments, which enabled me to learn and improve skills in various aspects of the hotel's operations and complete the supervisory experience as intended. However, one thing that did not go well was difficulties in executing some tasks, especially when the hotel was busy, as more speed and accuracy were needed, forcing me to seek some help. Other people in the setting positively contributed to the learning experience by offering a helping hand whenever I was stranded when executing any task. Their roles positively contributed to my learning experience as we worked as a team, leading to the development of creativity and innovation (Leroy et al., 2022). 
Analysis
Through this experience, things went well due to the ability to follow the set guidelines and directives provided by the supervisor, as well as self-motivation to benefit from the placements. Theory Y indicates that employees are self-motivated and enjoy the challenge of work (Emmanuel, 2021). Thus, this theory can explain why I was able to successfully complete the placement in a supervisory position, as I was self-motivated. In addition, competent leadership is another factor that contributed to this success, as the senior staff in the hotel were able to offer clear instructions and guidance on what was expected, leading to better cooperation (Belias et al., 2022). However, a lack of good time management and perfection in working on a tight schedule made it challenging to supervise service delivery when the hotel was busy, as every activity was done hurriedly. 
Personal and vocational development, which includes previous industry experience, placement, and academic journey, have positive implications for understanding communication, teamwork, task management, personal skills, and guest services. For example, during my placement at  Coldra Court, I witnessed how the staff worked as a team, their communication, and how managing their tasks, and I could see the outcomes. Moreover, observing other people communicate, coordinate activities, and manage their tasks in the hotel improves one's personal skills and guest service delivery as one can learn the best approaches that have been used and result in better outcomes. This learning experience is underpinned by the constructivist learning theory, which indicates that students construct their understanding of new information through experience and social interactions, arguing that students are active participants in learning (Hassan and Wai, 2019).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are instrumental in meeting guest service expectations. While in the placement, I learnt that communication skills are critical in service delivery as they ensure clear issuance of instructions on the guests' needs and preferences (Tanković et al., 2021). The skills help deliver services to guests as requested, leading to better service expectations. Another work-based skill that I learnt is important in the hotel sector to help in meeting the guest service experience is a collaboration (Wu et al., 2021). For example, in the Reception department, front office staff ,were working closely with waiters, hosts and staff restaurant, taking guest reservations. Other work-based skills that are important in meeting guest service expectations are digital literacy, time management, and leadership. These skills enable staff to operate the hotel's digital system, allow timely delivery of services, and provide the necessary guidance (Castellví et al., 2020).
Furthermore, technical knowledge helps in meeting guest service expectations through the understanding of service delivery in the hotel sector and management of customer expectations. Also, it helps in resolving issues affecting the guest experience. For example, during the placement, I witnessed how the chefs were using their technical knowledge to prepare food that met the taste and preference of the guests. 
Section 3: Reflection on Organisational Issues
The overall experience during placement at Coldra Court was satisfying. The placement exposed me to much learning, contributing to my personal and professional development. I learned work-based skills such as collaboration, teamwork, and leadership competence and improved my technical knowledge in guest service delivery. However, during the placement, I encountered one issue in the organisation, where there was a conflict between a guest and a customer who was confronting the staff for not delivering the services as agreed. This issue negatively impacts the department's performance, guest services, and overall operations due to its disruptions and the damage to the brand image and reputation (Bernarto et al., 2022). A possible solution to this issue is training the staff on how to handle disputes by not engaging with the clients and instead tell the clients to file their complaints to the necessary department. The Interest-Based Approach supports this resolution aspect as it helps identify the interests and create value for each party, which will happen through reporting such incidents to the relevant departments for resolution (Fleischer et al., 2023). Also, the staff should be trained more on delivering services per the client's expectations. 
Conclusion and Action Plan
Through the placement, I gained first-hand experience by interacting with various facilities in the hotel sector and how the staff operates and serves the guests. As a result, my work-based skills and technical knowledge in the hotel sector improved my personal and professional development. Observing how decisions are made to address various issues that faced the hotel during the placement was instrumental in understanding how the hotel sector works and the standards that should be met. Through this exposure, I have learned the importance of personal and vocational development in shaping future aspirations within the hotel guest service industry as it provides first-hand experience in the sector's operations.
In the future, I intend to use specific strategies to improve my skill set. One of the actions is enrolling in some crash courses on communication to improve my skills, as well as enrolling for workshops in the hotel sector to get more exposure to the workings of the sector. In addition, I intend to visit various hotels to witness how services are offered across various settings. 


References
Adeani, I.S., Febriani, R.B. and Syafryadin, S., (2020). Using GIBBS' reflective cycle in making reflections of literary analysis. Indonesian EFL Journal, 6(2), pp.139-148.Available at   https://journal.uniku.ac.id/index.php/IEFLJ/article/view/3382 
Belias, D., Rossidis, I., Papademetriou, C. and Mantas, C. (2022). Job satisfaction as affected by types of leadership: A case study of the Greek tourism sector. Journal of Quality Assurance in Hospitality & Tourism, 23(2), pp.299-317. Available at https://doi.org/10.1080/1528008X.2020.1867695 
Bernarto, I., Purwanto, A. and Masman, R.R., (2022). The effect of perceived risk, brand image, and perceived price fairness on customer satisfaction. Jurnal Manajemen, 26(1), pp.35-50. Available at http://dx.doi.org/10.24912/jm.v26i1.833 
Castellví, J., Díez-Bedmar, M.C. and Santisteban, A., (2020). Pre-service teachers' critical digital literacy skills and attitudes to address social problems. Social Sciences, 9(8), p.134.Available at https://doi.org/10.3390/socsci9080134 
Emmanuel, O.O., (2021). The Application of Elton Mayol's Human Relations Theory and Douglas M Gregor's Theory X and Y to Achieve Organization Objectives. Available at the_application_of_elton_mayols_human_relations_theory_and_douglas_mcgregors_theory_x_and_y_to_achieve_organization_obje-libre.pdf
Fleischer, J., Ayton, J., Riley, M., Binsted, K., Cowan, D.R., Fellows, A.M., Weiss, J.A. and Buckey, J.C., (2023). Web-Based, Interactive, Interest-Based Negotiation Training for Managing Conflict in Isolated Environments: Opportunistic Study with an e-Survey. JMIR Formative Research, 7(1), p. e42214. Available at https://doi.org/10.2196/42214 
Hassan, A. and Wai, L.K. (2019). Exploring the learning theories underpinning in technical, vocational, education, and training (TVET) curriculum perceived by TVET students. International Journal of Academic Research in Business and Social Sciences, 9(11), pp.1372-1381. Available at https://pdfs.semanticscholar.org/7f2b/c938360a725687dc15e919269c0d99611319.pdf  
Leroy, H., Buengeler, C., Veestraeten, M., Shemla, M. and Hoever, I.J., (2022). Fostering team creativity through team-focused inclusion: The role of leader harvesting the benefits of diversity and cultivating value-in-diversity beliefs. Group & Organization Management, 47(4), pp.798-839. Available at https://doi.org/10.1177/10596011211009683 
Tanković, A.C., Kapeš, J. and Kraljić, V., (2021). Importance of soft skills and communication skills in tourism: Viewpoint from tourists and future tourism employees. Tourism in Southern and Eastern Europe..., 6, pp.167-185. Available at https://www.researchgate.net/profile/Ana-Cuic-Tankovic/publication/358456400_IMPORTANCE_OF_SOFT_SKILLS_AND_COMMUNICATION_SKILLS_IN_TOURISM_VIEWPOINT_FROM_TOURISTS_AND_FUTURE_TOURISM_EMPLOYEES/links/6248449357084c718b8005b1/IMPORTANCE-OF-SOFT-SKILLS-AND-COMMUNICATION-SKILLS-IN-TOURISM-VIEWPOINT-FROM-TOURISTS-AND-FUTURE-TOURISM-EMPLOYEES.pdf
Wu, X., Wang, J. and Ling, Q., (2021). Managing internal service quality in hotels: Determinants and implications. Tourism Management, 86, p.104329.Available at https://doi.org/10.1016/j.tourman.2021.104329 
Zehr, S.M. and Korte, R., (2020). Student internship experiences: learning about the workplace. Education+ Training, 62(3), pp.311-324.Available at https://doi.org/10.1108/ET-11-2018-0236 


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.





image1.png
Prifysgol Cymru

x.::.q Y Drindod Dewi Sant
§ %

University of Wales
Trinity Saint David




