
Programme: BA International Hotel Management
Module Code: BMIH6003
Module: Managing Guest Service Operations



Assignment Title: Student Learning Log 





Student Name: Ionela Beatrice Hulub
Student ID: 2214483

Table of Contents
Introduction	3
Section 1: Role Reflection during Placement at Hatherley Manor and Spa Hotel	3
Description	3
Feelings	4
Evaluation	4
Analysis	4
Conclusion	4
Action Plan	4
Section 2: Overview of the Skills and Knowledge Used in Work at Hatherley Manor and Spa Hotel	5
Communication Skills	5
Teamwork and Collaboration	5
Time Management	6
Know-How of Booking and POS Systems	6
Section 3: Reflection on Guest Service Experience and Solutions	6
Conclusion	7
Reference	8

List of Figure
Figure 1: Gibbs Reflective Cycle	3
List of Table
Table 1: Action Plan for the Next Six Months	4


[bookmark: _Toc198334885]Introduction
During my work at Hatherley Manor and Spa Hotel, I saw that guest service is handled with attention to detail. The reception staff helped with check-in, welcomed guests in a friendly manner, and answered any questions quickly (Jackson, 2021). Because housekeeping kept things so clean, all guests found their rooms to be welcoming. Waiters, bartenders, and the whole team helped create a memorable night for the guests. I wanted to help my people develop leadership and teamwork skills in every part of the organisation. My efforts included better communication, fast problem-solving, and quality in service. This allowed me to realise the importance of departments uniting to achieve the expectations of our clients.
[bookmark: _Toc198334886]Section 1: Role Reflection during Placement at Hatherley Manor and Spa Hotel
Gibbs Reflective Cycle is a system that helps individuals reflect on their experience by guiding them step by step. It supports an analysis of past experiences by looking at emotions, the things that happened, and ways to perform even better moving forward (Lawrence, 2022).
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[bookmark: _Toc198334911]Figure 1: Gibbs Reflective Cycle
Source: (Markkanen and Kuuskorpi, 2020)
[bookmark: _Toc198334887]Description
Throughout my placement there, I followed supervisors in reception, housekeeping, and the food and beverage department. Each area of work contributed distinct knowledge on guest service and supervision. I noticed how supervisors gave work to their teams, took care of what guests wanted, and handled each day’s issues.
[bookmark: _Toc198334888]Feelings
Being new to hotel management, I initially wasn't sure how well I would function in a high-level job. Thanks to the help and guidance I got, I felt encouraged and ready to keep going. I could see that teamwork and attention to service did not waver, despite the challenges.
[bookmark: _Toc198334889]Evaluation
This highlighted how important communication, managing your time, and being a good leader are in any guest-focused setting. It was clear to me that supervisors did whatever was necessary to keep everything organised when it got busy (Markkanen and Kuuskorpi, 2020). For instance, the supervisor made sure that everything ran smoothly during the wedding despite guests ordering more food and drinks.
[bookmark: _Toc198334890]Analysis
It became clear to me that having technical skills is not the only requirement in this field. Skills such as being able to multitask and having emotional intelligence matter just as much. While I worked in reception, I found that good bookkeeping tools help us provide a high level of service. I saw that having a routine and teaming up was important from the housekeeping scenario. Good food and beverage service depended mainly on being able to move quickly and in sync with the guests (Ferreira and Keliher, 2019). The knowledge I gained from my studies formed the basis for understanding service quality. On the other hand, it made the content feel connected to real life. An example is that I have worked on customer satisfaction models before. 
[bookmark: _Toc198334891]Conclusion
Going through this experience helped me strengthen my understanding of the most important supervisory skills and their practical use. I noticed that having a part-time job at a café developed my skills in communication and caring for customers. Being an academic student has taught me to analyse and reflect on my work (Lawrence, 2022). Having both of them was very helpful for my training.
[bookmark: _Toc198334892]Action Plan
I plan to advance my understanding of hotel systems and continue to improve my skills in managing a team. 



[bookmark: _Toc198334920]Table 1: Action Plan for the Next Six Months
	Skill
	Objective
	Action Plan
	Timeline

	Communication Skills
	Improve precision and confidence in guest contacts
	Join workshops on effective communication; rehearse role-plays with peers
	3 months

	Leadership Skills
	Advanced team management and decision-making skills
	Take on leadership roles in group projects; seek feedback from mentors
	2 months

	Technical Knowledge and Skills
	Expansion expertise in hotel management systems (booking/POS)
	Complete online training modules; shadow IT or reception staff for hands-on practice
	1 month



[bookmark: _Toc198334893]Section 2: Overview of the Skills and Knowledge Used in Work at Hatherley Manor and Spa Hotel
To ensure top-notch guest service at Hatherley Manor and Spa Hotel, people there use their knowledge and experience in their work. Through my shadowing experience, I found that four work-based skills and technical knowledge are necessary to please guests.
[bookmark: _Toc198334894]Communication Skills
All departments needed to have clear communication among their members. What I saw in the reception area was that the staff were attentive to the needs of the guests. A guest who needed certain accessibility services was given clear and kind information about the available facilities (Permatasari, 2024). Through this, my guests were less likely to be confused and were more likely to enjoy and trust.
[bookmark: _Toc198334895]Teamwork and Collaboration
Teamwork allowed the service to run smoothly whenever there was a high volume of customers. Efficiency in how rooms were turned over was seen in the housekeeping department. Staff were assigned specific duties so that the cleaning goals and schedules could be met (Park and Kline, 2019. Because of this cooperation, rooms were always made available for new customers at the agreed time.
[bookmark: _Toc198334896]Time Management
By using time management, staff could arrange their duties most efficiently when it was busiest. All food and beverage services were timed to happen at certain hours. Supervisors readily traded duties among their team to handle the surprise arrival of a group during the last minutes. Quick service made dining at the restaurant more pleasurable for the guests (Kandampully and Suhartanto, 2021).
[bookmark: _Toc198334897]Know-How of Booking and POS Systems
Technical competence supported service accuracy. Booking systems helped manage the check-in of guests and meet any additional needs they requested. Using POS systems in food service made it easier to follow orders and avoid mistakes (Paulose and Shakeel, 2021). I found out that knowing the system can help prevent delays and boost efficiency.
[bookmark: _Toc198334898]Section 3: Reflection on Guest Service Experience and Solutions
In the course of the job, I dealt with a guest who complained about an unexpected delay in room cleanliness when checking in. Because of the guest's frustration, staff experienced tension, and there was disruption for all other new arrivals, too. The delay meant that housekeeping had to fall behind, and at the same time, guest satisfaction scores dropped for that day. It led the department to deal with a large number of tasks and resulted in haste while cleaning. It also affected the reception team, who had to find alternative ways for the guests right away. According to Herzberg’s theory, inadequate hygiene factors, such as delays in room cleaning, can worsen patient satisfaction (Cetin and Walls, 2020). It is helpful to send room update information from the reception desk to housekeeping in real time. Using better planning and organisation tools may avoid any challenges in carrying out cleaning tasks.
· Teaching staff to use empathy when dealing with guests strengthens their reactions when things get tough. 
· Offering a free drink at reception might help relieve some of the frustration guests feel (Coltman, 2020). 
· Using digital checklists would allow everyone to see what needs to be done and take responsibility for their work.
[bookmark: _Toc198334899]Conclusion
Working at Hatherley Manor gave me practical experience and knowledge needed to meet guest service matters. I noticed that the level of guest satisfaction depends on how well the team communicates, collaborates, manages time, and uses systems. Working as a supervisor allowed me to see the real difficulties they deal with and how they make sure their work is top quality despite the stress (Lemon and Verhoef, 2019). The understanding I gained made me more determined in my path with hotel guest services. To enhance my abilities, I will gain more skills in hospitality software, practice leading groups during projects, and problem-solve when facing real challenges. Using reflection in my learning will support my progress in the industry.
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