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Part 1: Learning Log – Weekly Journal Entries
[bookmark: _Hlk179943620]Hotel Overview
My practical experience of 160 hours at the Hotel Wrexham on Wrexham Road in Holton gave me a chance to be involved in the departments of the front of the house, the division of the rooms, the leisure club and meetings and additional events department. Receiving exposure in these areas gave me a broad idea of the concerns within hotels and how every department works. Working with the front desk I also realized how crucial impression and checking in systems are to a company and in the housekeeping department, the understanding of setting and meeting high cleanliness standards and guest satisfaction. Altogether, this diverse empower my skill and enhance my understanding and passion towards hospitality industry (Hotel Wrexham, 2024).
[bookmark: _Hlk179943636]Week 1: Introduction to Front Office Operations
During the first week I accompanied the front desk employees and helped with reception of guests and getting to know the booking systems. One of the difficulties that I met is to manage several check-ins during rush hours, something that appeared to me at first as prevalence. But the times assigned as well as the motivation of effective cooperation with other people made me ultimately aware of how crucial it is to be precise when organizing the work and speaking with other people and how awesome the nature of a fast-paced profession is(Rutherford et al., 2007). 
Week 2: Housekeeping Experience
[bookmark: _Hlk179943690]The second week I moved to the housekeeping department and helped with the determination of cleaning standards, as well as inventory. Translating the different room configurations posed a little difficulty, but I finally understood that in the hotel business, attention to detail is very important in keeping guests happy. At the end of the week, it was lovely to see the rooms prepared to a high standard and completed. It did deepen my understanding of how rigorous the work of housekeeping staffs is so as to ensure ne, clean environment for the guest (Elphick, 2022).
Week 3: Supporting the Leisure Club
The third week was most memorable and was spent assisting in the management of the leisure club through the organization of these fitness classes. Maintaining the class schedules in view of the availability of staff also prove as another challenge. This I discovered flexibility and adaptability are essential in a growing organization in particular in a fast-growing environment. Being able to talk to guests during the classes brightened me up and reminded me how much I love guests (Dwivedi et al., 2021).
[bookmark: _Hlk179943698]Week 4: Meetings and Events Coordination
During the fourth week, I would help during meetings/planning of other meetings and events as well as preparing rooms that include setting up sound systems and projectors. The cases of the last-minute changes in event setups were a major issue, which helped me to understudy the issues to do with contingency (Thomas et al., 2022). Despite probable stress in the situation, it was cool to feel the retribution for performing in the events situation.
[bookmark: _Hlk179943706]Week 5: Handling Guest Complaints
During the week five, I dealt with the complaints from the guests, cooperating with my supervisors in management of the complaints. I was a little scared responding to embarrassing clients especially when I was on the receiving end of angry clients but as time went by I was quickly learning that if one takes time to listen to the clients and show empathy he/she can calm down the client. This week helped me understand how important and complex guest relations can be at times (Dyson, 2021).
[bookmark: _Hlk179943717]Week 6: Operational Review and Reflection
Finally, in the last week, I briefed my supervisors on the weekly operations I have conducted and also gave my suggestions regarding the processes. It was quite a task to manage with the variation in the expectations between one department and another but I understood that integration of more departments improves the services. In the end, I felt enjoy and prepared for more roles next time (Landry, 2020).
[bookmark: _Hlk179943729]Part 2: Reflective Journal
[bookmark: _Hlk179943739]Reflection Model: Gibbs Reflective Cycle
In my reflective journal, I adopted Gibbs’ Reflective Cycle to weigh in on my encounters during my placement especially at the front office where I welcomed guests, and dealt with their complaints (The University of Edinburgh, 2020).
[bookmark: _Hlk179943751]Description
During my placement, I handled a complaint about a dirty room from an upset guest. Recognizing its impact on both the guest and the hotel brand, I apologized and quickly coordinated with housekeeping to ensure the room was cleaned to the guest's satisfaction, turning a negative experience into a positive one (eZee Editorial Team, 2020).
[bookmark: _Hlk179943761]Feelings
Initially, I had some anxiety towards handling the complaint because I was unsure of how the guest will react to my actions. However, I ensured that I empathized with them and listened to their rants and raves fully. This change of attitude enabled me to gain the guest’s trust, to reassure them and change a negative encounter into a positive one(Beltis, 2021).
Evaluation
Therefore, when analyzing this experience, I identified both the advantages and disadvantages of my approach. On the bright side, I managed to go to the guest calmly without risking our security to ensure his behavior was not aggressive. My supervisor was also present during this encounter and they reminded me that handling guest complaints is a team effort. However I noted that I have a problem with time keeping, the process took longer than required, but I understand that there were several guests I needed to attend to at the front desk(Coursesidekick.com, 2024).
[bookmark: _Hlk179943788]
Analysis
Thus, guest service appears as a variable that depends solely on the employment of technical and social competencies. In this case, I understood that, although I know the cleaning rules of the hotel and was able to perform the cleaning, it was also very important to be able to comprehend the guest’s point and respond with the appropriate emotions. It also brought about the importance of being keen in accepting complaints with an aim of addressing guest complain immediately (Ali et al., 2021).
Conclusion
While engaged with the client, I came to understand that customer service should always be under the process of improvement. I realized how frail it is to swell when under pressure as well as the relevance of listening to the guests’ complaints. I also realized the importance of time when handling many different guests at the same time. This restrained me to enhancing these skills further so as to achieve my goal, of providing inconceivable experience to every guest that embodies my hotel(Larkins, 2018).
Action Plan
In light of this experience, my action plan moving forward includes seeking further training in conflict resolution and customer service strategies. Additionally, I plan to implement a checklist for managing guest complaints, ensuring that I address issues promptly while still maintaining high-quality service for all guests (Campbell, 2022).
Placement Learning Objectives
Throughout my placement in the front office department, I established several learning objectives:
· Gain hands-on experience in managing guest check-ins and check-outs.
· Develop problem-solving skills for effectively handling guest complaints.
· Improve communication and interpersonal skills in a customer-facing role.
· Understand the operational processes and systems used in hotel management.
[bookmark: _Hlk179943831]Conclusion and Future Insights
In conclusion, the key insights I gained from my placement experience include the importance of continuous learning and adapting to guest feedback. These insights will undoubtedly inform my future practice within the hospitality industry, emphasizing proactive service and effective communication as essential components of successful guest service operations. Moreover, I have come to appreciate the value of teamwork and strong leadership in fostering a positive environment, ultimately leading to enhanced guest experiences. This holistic understanding will guide my efforts to contribute meaningfully to any hospitality setting I join in the future.
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