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[bookmark: _Toc190124888]Introduction
As part of my label 6 hotel placement at New Steine Hotel in Brighton, I was involved in a shadowed supervisory position to get real-world experiences in the hospitality industry. The placement experience is equipped with housekeeping maintenance and meeting and event departments that improved different required skills, knowledge, experiences, and abilities (Wei, 2018). This will provide a reflection on the experiences during the placement at the hotel through Gibbs's reflective cycle framework. This will also make a critical evaluation of the workplace skills and technical knowledge that are necessary to manage the guest service expectations in the hospitality and hotel industry and provide high-quality services to them. The Learning Log will also focus on a specific guest service issue that has been handled by me during the placement.


[bookmark: _Toc190124889]Section 1: Reflection on the Personal Experiences of Placement
The selected reflection model is Gibbs' Reflective Cycle model, established in 1988 (Wong, 2015). This framework provides a reflection on the placement of the New Steine Hotel in Brighton.
Description
I had a 10-week placement at New Steine Hotel which is a four-star hotel situated in Brighton. For example, I got experience in the areas of housekeeping, maintenance, and meetings and events. The hotel allows guests room services with breakfast, lunch, dinner, and other facilities. The hotel offers a breakfast service with an adjacent coffee bar and at night there are some special menus. This placement provided hands-on experience in guest service management in the hotel industry (Baum, 2022). I was involved in housekeeping and my responsibilities were to monitor the room's cleanliness, conduct inspections ensuring guest requests and responses to them. I also observed the guest's feedback and assisted with urgent guest complaints during the maintenance operation. Besides that, I was also involved in room setup, coordination, and refreshment to ensure the execution of meetings and events for different corporate clients.
Feelings
At the beginning of the placement, I was overwhelmed. The fast-paced nature of the hospitality environment made me excited to learn about the hands-on experiences in this industry. When dealing with a guest complaint or last-minute operational issues my confidence grew in problem-solving skills and communication. I was able to understand the importance of teamwork, and collaboration in different departments and ensure smooth operations through interacting with each other and providing high-quality experiences to the guests.
Evaluation
This improved my communication and teamwork skills as I needed to interact and collaborate with different departments of the organization to handle the customers. A supervisor needs to give attention to details during the housekeeping inspections and guest services which need to be maintained properly. Prioritizing tasks according to their importance during the peak hours is also necessary (Huang and Baker, 2021). All these have been learned through the placement but there were some challenges also. In the maintenance of unexpected issues, dealing with guests professionally and calmly and managing events set up at the last minute was complex.
Analysis
This placement has improved my understanding of hospitality operations and the necessary skills required for successful guest service. Proactive problem-solving, clear communication and attention to detail to solve small issues are necessary (Markkanen et al., 2020). The supervisor has guided me to understand the guest relation in maintaining the hotel's reputation.
Conclusion and action plan
The supervisor position in the hotel industry requires strong leadership and adaptability to handle any situation. Placement in this hotel has helped me to gain practical skills such as service quality management, handling guest concerns, coordinating between different departments, ensuring collaboration, and arranging events at the last moment. There is more room to work on my development to have a greater future in the hospitality industry. Reservation of rooms, check-in or check-on process through the technology, and developing conflict resolution skills can help to make a better career in this industry.
[bookmark: _Toc190124890]Section 2: Critical evaluation of the Work based skills and technical knowledge during placement
During my placement at New Steine Hotel Brighton. I gained real-world experiences, some workplace skills, and technical knowledge. Communication and interpersonal skills are the fundamental skills in hospitality management to manage the guest interaction with them handling their queries, complaints, and service requests Adeani et al., 2020). In week 3, a guest was dissatisfied with the breakfast seeking more varieties according to his culture. I request him to provide the alternative at the shortest possible time which highlights the importance of aligning with the guest expectations and offering solutions in the hotel industry. The customer service theory also introduces the adaptability and problem-solving skills to handle the guests (ASET, 2017). Besides that, problem-solving and decision-making skills are also necessary to encounter last-minute operational challenges within the hotel industry. In week 5 the room hitting failed at night in room no.321. I needed to coordinate with the maintenance staff urgently and arrange their temporary heater which reflects the importance of problem-solving and decision-making skills in this industry. The theory of service recovery strategies was applied in this real-time problem scenario (Tewan, 2019). Technical knowledge such as room setup, cleaning, check inventory management, and quality assurance are also necessary to meet with the minor details of the hotel (Johnston et al., 2022). Event coordination and time management skills are necessary while setting up the business meeting for clients. This placement has enhanced my understanding of guest service experiences by bridging the gap between academic theory and industry practice. 
[bookmark: _Toc190124891]Section 3: Handling the Organisational issues
I got a complaint about the limited breakfast option within the hotel which created disappointment among the guests. They wanted an Asian variety in their breakfast. The guest felt that their culture was overlooked which could result in negative reviews on TripAdvisor or Google and influence their potential customers. So, I seek departmental operations by collaborating with the kitchen and breakfast service team to address the complaint and prepare Asian cultured food for them. Stuffs quickly sourced the alternative breakfast items and prepared them for the guests according to their preferences. This issue could damage the hotel's reputation in the concept of diversity and inclusivity. The issue has been solved through the service quality model where guest expectations tend to be met with the proper services. The service needs to be delivered with internal and external communication.
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The action plan that can be taken to improve the future development are provided below,
	Skills
	Objectives
	Action plan
	Resources
	Timeline

	Leadership skill
	Develop team leadership,
Motivate the subordinates,
Engagement and collaboration among employees
	Online courses from Udemy and Coursera
Offline courses from university. 
	Online tools, access to online platforms
	3 months

	Technical Knowledge
	Develop hospitality, related technical knowledge
	Online courses from Coursera 
	Licensing tools, mentors, peers, etc.
	3 months

	Hotel maintenance
	Develop management skills
	Case study and situation handling
	Team or group, mentors and case study materials
	2 months


Table 1: Action plan for future career
Source: (Self-made)


[bookmark: _Toc190124893]Conclusion 
During my placement at New Steine Hotel, I have gained invaluable experiences in the hospitality industry and managing guests. In the shadowing supervisory role, I have understood the guest handling mechanisms and managed your responsibilities. Throughout my placement, I have encountered various challenges and learning opportunities which have improved my skills, knowledge, and capabilities to manage the guests effectively. Different skills and problem-solving have helped to bridge the gap between the theories and practical areas (QAA, 2018). This placement has shaped my understanding of hospitality management which is equipped with strong communication and leadership skills, guest guest-centric mindset, and adaptability. Improvement in leadership skills, technical knowledge of hotel maintenance procedures through attending in online and offline courses will help to get expertise in this area. 
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New Steine - Rooms & French Bistro
Cleanliness Checked COVID-19
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Please contact Management should there be any concerns.
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New Steine Bistro
STARTERS

o
Vegetable Soupe with Bread and Butter @ £4.95

~ Mackerel Rillette with Mustard and Piment d’Espelette £6.50
5 Duck Rillettes £6.50

MAIN COURSES

Locally Sourced Beef Burger with Chips £12.50

Hand Made.Steak & Ale Pie with Chips £9.95

Chicken Bacon & Leak Pie with Chips £9.95

Cranberry & Red Onion Tagine served with Rice @ £8.95
Croque Monsieur Served with Chips £8.95

Vegetarian Croque Monsieur Served with Chips © £8.95

Supplements : Bread /Butter £1.95

DESSERTS
Chocolate Fondant £6.5

Boho Gelato 3 Scoops £5.
Add One Scoop of Ice cream £1
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DAILY TO DO LIST - NIGHT SHIFT

Check that the reservation board is completed with CC transactions highlighted in
PINK, Cash in YELLOW.

Conduct floor walk around 11pm. (+1 at 3/4am on weekend).

= <iads — L
=

Clean towels + FOLD IT nicely for HK in the mc

Set up breakfast table.

Check that the conference room is clean and tidy.

Bleach cup and tea / coffee pot twice per week.

Polish all the glass and cutlery. (bar + breakfast glass).

Clean & Stock Sugar Bowls and Salt & Pepper Pots.

Clean Oven, Hob, Microwave, Kettles, coffee machine and Toaster.

Run PDQ End of Day (between 00.15 hrs and 00.40 hrs).

In the morning

il

When cooking breakfast, please fill fridge temperature and meat thanks.

Do a morning floor walk.

Open red door + turn off heating + turn off light in corridor.

Take the bin in (before 9am). N M -

Do morning Handover by email. To be send to reservation. Template
- Report any No Shows / Late Cancellations.

Report any problems during the night (noise/complaint)

Report any discrepancies with banking.

Handover arrival list, highlighting special requests, early arrivals
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Weekly Progress Tracker — Hotel Placement (New Steine, Brighton)
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