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Work-based learning and technical skills are important for developing performance in future job opportunities. Adapting to the changing requirements of the hotel industry and becoming resilient for better problem-solving is equally important. Reflecting on experience is essential for understanding the areas of development and preparing strategies for reducing the weaknesses. Gibbs's reflective cycle is a framework that helps to reflect on previous outcomes (Bassot, 2024). I joined the housekeeping department at Premier Inn Gravesend Central Hotel on 20th January due to my placement there. The knowledge I have gained during the placement and the experience I had, both negative and positive will be reflected and evaluated in this context using the Gibbs reflective cycle. 
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Description of the experience and personal development
Working in a supervisory position was my future aim and I started work-based learning during my job placement at Premier Inn Gravesend Central Hotel. It was my part of learning during the module, and I have learned several works related to cash management, supervising refund and discount bills, payment receipt generation, customer management tactics, and others. The overall learning experience was exciting, and I had limited knowledge about the maintenance of the daily handover sheet that I developed during this learning process. Management of AM checklist, taking customer feedback, and checking the customer's satisfaction rate are the works that I performed during my placement. At the start of my work placement, I felt enthusiastic thinking that I would be able to gather some technical knowledge that would help in developing several employment skills required for getting better work opportunities. Working in a company like Premier Inn or starting my career in that company was so amusing for me and I used this opportunity fully to improve my knowledge and skills. 
My feeling
The next stage is the ‘Feeling’ and I would like to share that, I learned that my communication was strong enough to perform the tasks of customer management. I easily learned to communicate with all the customers, to know about their satisfaction with the facilities and modern amenities the company offers. I feel confident easily manage their queries and guide them easily during my guest handling task given to me. However, at the time of banking cashier closing process, and stock checking, I felt nervous and frustrated as I was making too many errors. I felt anxious seeing the efficiency level of the other supervisors and had thought in my mind if I would be able to develop my capabilities or not. Communication and team working are interlinked for enhancing the performance of the business. I understood that, communicating with guests and for solving customer issue, working in a team was easier for me. My task management and understanding of technical processes at that company was limited. 
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Importance of work-based skills and technical knowledge 
Individuals, who have good work-based skills, can have the opportunity to stand out. Bardi (2010) has described that having technical or practical skills along with academic knowledge gives a person much more depth for becoming successful in getting a job. Trenerry, Dunn and Paradies (2024, p.3) also said in a specific journal that, organisations also prefer employees with practical knowledge to create a productive workforce. For example, during my placement, I was given the task of checking rooms, and monitoring guest queries and their requirements, my ability to interact properly helped me to resolve the issues efficiently.
Impact of these skills on the hotel service standards
According to Yende (2025, p.3), several practical skills such as teamwork, collaboration, and communication have a good impact on influencing customer satisfaction, especially in the hospitality business. Lack of employability capacities can create a bad impression on the employer as a company's reputation depends on the employee's performance (Ogedengbe, Sukhai, and Wittich, 2024). For example, in Premier Inn, I greeted the customers at the time of check-ins warmly to foster positive interactions. I also listened to the customer queries actively, and paid attention to them, for managing guest preferences. It enhanced my ability to manage guests and increased the brand reputation of the hotel. I also noticed that the capabilities of the supervisors with excellent people skills help them to manage customer conflicts or any disagreements easily. Hotel standards and quality of customer service highly rely on that.
Analysis and evaluation of my experience with examples
During my work tenure, I was given the task of housekeeping and checking the room cleaning service. I asked our customer's polity, if anything is required, or any issues they are facing. They explained their concerns and one of the guests complained about the late check-in procedure to me. I, then realised, how dependent I was on the authority regarding this situation. I was not being able to resolve that issue and I felt frustrated due to that. 
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Issues encountered during the placement.
During the middle of my work tenure, I encountered problems while managing the customer conflict due to the poor cleaning practices at Premier Inn. As similarly found in the Google Reviews (2025), Premier Inn has a number of cleaning services issues. I noticed that the hygiene is not maintained by the cleaning workers as they use single towels for cleaning the rooms. I communicated with the cleaning tasks and understood that their low pay wage was the reason behind their dissatisfaction. I requested the staff for the time being to clean the rooms again with new towels; however, it is a permanent issue due to the insufficient wage. Again, to resolve this problem I felt that dependence on the management or authority. Besides that, while banking work, and maintenance of financial requirements, cashier work I made many mistakes due to unawareness of the processes. A high number of mistakes reduced my self-confidence and motivation; however, I managed to learn things. 
Impact of that issue on the hotel standard
Staff demotivation due to the lower wage causes inferior quality work and it can affect the standard of any well-known hotel. Leonard (2025) explained that the reputation of any hotel highly depends on the hygienic maintenance and cleaning or room service. Demotivated staff's lower productivity leads to negative feedback from the customers and a lack of profitability in the long term. Retaining loyal guests and keeping them satisfied can be challenging for any business-like Premier Inn in this way. Employees can take off days, be absent, or miss their shifts if they do not get their fair pay for the work they are doing. All these problems can exacerbate toxicity in the working environment leading to poor morale. 
Solution for improving that issue with application to theories.
The only solution for reducing the demotivation level of the cleaning staff is to fulfil their requirements and mitigate their financial needs. In this regard, Maslow in his theory of Hierarchy of Needs explained the requirements of any employee beautifully (Cherry, 2024). The motivators behind high performance and productivity have been explained in that theory and one of those motivators is the basic financial need. Premier Inn should implement new policies or offer fair wages to the cleaning staff to keep them engaged with their work. The business can also encourage them by giving them incentives, and acknowledgment for fulfilling the self-actualisation need as per the theory. 
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Key insights from the log
I am very obliged to have the opportunity of working in a supervisory role at Premier Inn as my workplace. Several responsibilities, I performed related to the guest service, food, drink, bookkeeping, finance, cashier closure and others. I managed the guests at the time of their check-ins and checked the rooms to provide the customers with excellent service. Various challenges are encountered by me while managing the financial documents as I made several mistakes due to a lack of knowledge about their processes. However, I felt motivated and joyful while managing the guests with warm greetings, ensuring all their queries were solved effectively. 
Importance of experience for career development
A shadowing experience is always significant in observing the self-skills and learning directly at the workplace under the guidance of different professionals. One can get knowledge and expertise in handling real-life problems through that. Gaining abilities in customer interaction, guest handling, and check-in procedures makes an individual suitable for getting better job opportunities in the hospitality industry. This personal as well as vocational development helps to shape the career path for any learner to achieve their future goals faster. 
Strategies that I will take.
An action plan based on the identified areas of weakness is an essential and last step of Gibbs's reflective cycle (Thompson and Thompson, 2023)
	Skills
	Strategies
	Importance
	Time duration

	Financial understanding
	I, further, have planned to develop my financial knowledge and baking expertise by enrolling in a course that suits my career within the next year followed by self-study.
	Studying about financial documents regularly and practising is essential for self-growth (Tamplin, 2023).
	1 year

	Technical skills
	Gathering practical experiences is most important in this regard and I will ensure collecting direct experience by volunteering or working in popular hospitality businesses at the finance department within the next 3 years.
	Having technical abilities are essential for achieving the personal and professional goals. 
	3years


Table 1: Self developmental action plan
(Source: Created by the learner)
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Figure 1: Refund and Discount Log
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Figure 2: Pro-forma folio
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Figure 3: Payment Receipt


[image: ]Figure 4: Rooms Availability Summary
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Figure 5: Arrival and Departure history
[image: ]
Figure 6: Daily Handover Sheet
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Figure 7: AM checklist
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                               Figure 8: Maintenance Task Whiteboard
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      Figure 9: Customer Feedback and Performance Metrics Board
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Figure 10: Housekeeping Room Status Sheet (Room Checker)
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