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[bookmark: _Toc181967209]Introduction 
The guest service operations within the Rossington Hall Hotel are very minimal and the staff like me need only do jobs like cleaning the rooms and preparing them appropriately for the next customers (Hagg, 2013). Thus, guests are served with proper offerings of hearty welcomes and services as per demand. We the employees also conduct the sorting of meeting rooms by altering the tables as per the customers' demands and needs. Within contemporary times, Rossington Hall Hotel became a place of breakfast and serving breakfast and coffee is also categorised under the guest service operation. As for these, adequate guest service operation is available within this hotel. The primary learning objectives for the placement within Rossington Hall Hotel are to understand the core areas of guest service and incorporate a wide range of experiences in this context.        


[bookmark: _Toc181967210]Section 1: Reflection on Experience and Personal Development 
I have gained a wide range of positive experiences and personal development initiatives based on the activities within Rossington Hall Hotel. Thus, my personal experience and feelings regarding the development of personal capabilities and skills are mentioned below in the context of Rossington Hall Hotel.  
Description 
I cleaned the rooms prepared them for new customers and made meeting rooms by altering the tables. I have also served the local people for their breakfasts and coffee and keenly observed the ways of arranging hotel bookings. Through understanding the guest's demands for providing a better service I have enjoyed the guests' interactions and communications in a justified manner (Bardi, 2010). As for these major activities of serving within the Rossington Hall Hotel have been conducted peacefully for me. Besides these initiatives, I have also encountered a wide range of challenges as I faced issues in maintaining the different tasks within this organisation during the peak time of bookings. 
Feelings 
During my job roles at Rossington Hall Hotel, I managed multiple bookings for small private events and arranged the meeting rooms for easy and quick use for the customers. Based on these activities I have generated significant knowledge within the time-management skills, communication skills and observation skills (ASET 2017). Therefore, I have generated major positive feelings from the conduction of my job role in the mentioned business. Based on a further continuation of the activities at Rossington Hall Hotel finally, I felt more confident in my job and more integrated within the team environment. 



[bookmark: _Toc181967211]Section 2: Critical analysis of work-Based skills and technical knowledge
Critically analysing the importance of work-based skills as well as technical knowledge in meeting the expectations of guests
There are several ranges of work-based skills such as time management, problem-solving, communication, empathy, and patience. These soft skills play a significant role in raising the expertise levels of the individuals as guest service providers in an organisation. It is important for the professionals in the hotel to communicate with the guests properly. Open communication between the hotel staff and customers is essential for a better understanding of the needs and preferences of the guests (Fergusson, 2022). Time management skills is one of the notable abilities that help staff to deliver the services to the guests on time. The guest service provider is required to share innovative solutions to the customers against a critical issue. The professionals with proper problem-solving skills and digital literacy can deliver best solutions and innovative services to the people. The combination of work-based and technical skills is effective in creating optimistic customer experiences. Active listening skills can assist the housekeeping staff or customer service representatives to understand the actual concerns and demands of guests leading to building good rapport or relationships. According to my evaluation, professionals without these skills are not able to create positive customer experiences and gain loyalty. At Rossington Hall Hotel, I dealt with a wide number of guests with the help of good technical knowledge and several guest service skills (Johnston et al., 2012).
Exploring the particular work-based skills as well as technical knowledge gained during shadowing experiences and their importance in meeting the standards of guest services
Evaluation is one of the crucial stages of Gibb’s reflective model and it has allowed me to evaluate my self-experiences properly (Channell, 2023). According to my experiences in Rossington Hall, I was able to meet guest expectations by fulfilling all core deliverables. During the initial stage of my professional journey, I was not able to communicate with other people properly which has affected my professional image. However, my colleagues and seniors have supported me in improving my open communication skills so that I can deal with various types of guests without any gaps. I have enough knowledge on digital literacy that has enabled me to use different tools and technologies like CRM systems, and other smart operational software. The use of relevant customer service tools has assisted me in accessing the information and needs of customers quickly (Johnston et al., 2012). Through my technical abilities, I was also able to deliver personalised recommendations and tailored customer services successfully. In the respective hotel, I was capable enough to arrange, plan and manage different events as per customer demands through using CRM software. Apart from that, I did not have sufficient time management skills during the primary period. Over time, with the support of different tools and task division tactics, my poor time management skills have been improved. I observed that, by prioritising the urgent work and key goals, I was able to enhance my time management and offer services to the guests within the determined time. It has assisted me to build constructive relationships with guests and convert them into loyal customers (Casado, 2012).


[bookmark: _Toc181967212]Section 3: Reflection on Organisational Issues 
Although Airbnb is utilising the Rossington Hall Hotel for the rest of their employees and small parties, I personally felt that this hotel is not perfect for Airbnb's major tasks and I have faced difficulty regarding this, where maintaining the privacy of bookings and providing high standard service with minimal staffs were so hectic (Rughubalan, 2009). Rossington Hall Hotel also holds a wide range of tasks to manage different departments and thus, maintaining all the activities within peak time according to the mentioned hotel’s structure was very complex (Doncaster-chamber, 2024). The business activities of Rossington Hall Hotel are large and several requests as well as queries for booking become hectic for the employees like me while lack of employee motivation is the primary reason (Wood, 2013). Therefore, the Rossington Hall Hotel is engaged with a lot of problems which need to be managed and optimised by the employees like us.    


[bookmark: _Toc181967213]Conclusion and Action Plan 
Managing the guests within a popular hotel is a complex task and the development of the career through developing the guest management skills becomes very lengthy and hectic. Thus, this reflective practice has presented my personal experiences and technological knowledge in a justified manner. The work activities within Rossington Hall Hotel went well and I gathered a wide range of positive experiences and developed my capability to pursue my activities in a seamless way. Besides these positive experiences, I have realised that for the guest and customer management consistency within the work activities is significantly required and without a development of those activities completing the major activities within the mentioned hotel could be hectic for me. During the accomplishment of the job roles, I have also identified that my communication skills and critical thinking skills need to develop more. In order to develop my communication skills, I will practice multilingual communication initiatives by taking coaching or guidance from seniors or a paid course (Vallen et al., 2014). On the contrary, to develop critical thinking skills I will follow some business magazines and access a wide range of secondary journals about guest management within the modern-era hospitality industry.     
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[bookmark: _Toc179411155]Part 1: Learning Log – Weekly Journal Entries
	Week 1 (30th September to 6th October)

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)

	Shift
(Date/Time)

	Student
Signature
	Hotel Mentor
Signature

	Tasks I performed 
· I cleaned rooms and got them ready for the next customers for a better experience.
· I made meeting rooms and altered tables on the basis of booking requirements.
· Thereafter, I worked in the Lodge and served breakfast and coffee to local people. 
· I keenly observed the way hotel bookings are being arranged. I also got a chance to learn a few questions to ask customers. 
Challenges I came across 
· Understanding guests' demands is crucial for providing a better service (Bardi, 2010). However, I faced difficulties in adjusting guests who booked the hotel for their private events and some of them preferred minimal staff interaction. 
· I also faced challenges in managing simultaneous tasks in the Lodge during peak times.
My Experience
· I broadly enjoyed interacting with new guests and understanding their preferences and likings (Casado, 2012).
· I got an opportunity to gain insight into customer service in a private-hire setting. 
· I really felt complications in dealing with customers who didn't want staff around and I had to toil hard to assist them with essential services. 
· I learned a few things this week such as It is important to respect customers' privacy while catering to their services. I also learned the process of booking and taking customer queries.
	
	
	



	Week 2 (07th October to 13th October)

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)

	Shift
(Date/Time)

	Student
Signature
	Hotel Mentor
Signature

	Tasks I performed
·  This week, I continued my room cleaning tasks along with making preparations for new guests' entries.
·  I managed multiple bookings for small private events in the meeting room. 
· Unlike last week, I confidently handled several tasks in the Lodge, especially at the time of rush hour. 
· This week, I got an opportunity to come across more of the front office tasks. I started learning several basic duties at a reception. 
Challenges I came across 
· Time management is an essential aspect of managing guest services (ASET, 2017). I observed my lack of this skill which posed me significant challenge in managing multiple events. 
· I also faced challenges while learning a bit of the complex process of customer booking services and sometimes I felt exhausted. 
My Experience
· This week has had a major role in enhancing my confidence while interacting with new customers, especially those who come at regular intervals. 
· I gained exposure to front-office work and felt nervous at the time (Hagg, 2013). However, I was able to keep myself up with different tasks. 
· Understanding the need for time management, I worked on my time management and came across a prioritisation technique to manage multiple tasks simultaneously. 
· This week, I discovered that I need to work on my multitasking abilities along with communication and time management. 
	
	
	



	Week 3 (14th October to 20th October)

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)

	Shift
(Date/Time)

	Student
Signature
	Hotel Mentor
Signature

	Tasks I performed
· Like the previous week, I continued my work in housekeeping and cleaning rooms for guests. 
· This week, I prepared rooms for private booking of businesses such as Airbnb.
· I simultaneously managed events in the Lodge and served breakfast to both local people and newly welcomed hotel guests. 
· At the reception desk, I myself handled some booking queries under the guidance of a supervisor.
Challenges I came across 
· This week, I broadly faced difficulties in maintaining the privacy of bookings like Airbnb and ensuring a high standard of service.
· Along with Airbnb-like booking, I also had to deal with minor customer complaints which was a bit challenging to maintain simultaneously. 
My Experience
· I experienced a more comfortable environment while working at the reception.
· I feel more assertive while communicating and interacting with customers (QAA, 2018).
· Overall, this week holds mixed feelings for me, I felt exhausted sometimes at the same time I felt satisfied after resolving the queries of guests. 
	
	
	



	Week 4 (21th October to 27th October)

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)

	Shift
(Date/Time)

	Student
Signature
	Hotel Mentor
Signature

	Tasks I performed
·  I followed the duties of previous weeks and rotated my tasks between room cleaning and helping in the Lodge.
· I managed several private events by setting up meeting rooms.
· I also took many customer queries at the reception and learned to manage reservations more effectively.
Challenges I came across 
· This week, there was a huge rush in the guest services which posed a significant challenge for me catering to service in time. Moreover, sometimes, I fail to deliver on time. 
· As I learned different works, I had to manage different departments which was challenging for me because of juggling between departments. 
My Experience
· I became more efficient in managing customer complaints at the reception which appeared to me to be a reward for my hard work. 
· Multitasking is crucial for working more effectively at a higher level (Johnston et al., 2012). I felt I needed to work more on my ability to handle different tasks simultaneously, especially at the time I had to handle reception, housekeeping and lodge together. 
	
	
	



	Week 5 (28th October to 03rd November)

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)

	Shift
(Date/Time)

	Student
Signature
	Hotel Mentor
Signature

	Tasks I performed
·  I continued managing housekeeping for multiple private events along with setting up and cleaning up.
· I worked in the Lodge during a busy weekend. I also handled guest check-ins and check-outs at the reception.
Challenges I came across 
· Different guests have different demands and preferences (Rughubalan, 2009). I came across several guests who had specific demands regarding room setup. This required efficient adaptability which I lacked. 
· The guest gathering significantly increased in the Lodge and it became hard for me to handle such a large gathering and meet individual demands. 
My Experience
· I felt more efficient this week and effectively handled guest check-ins and check-outs which boosted my confidence (Vallen and Vallen, 2014).
· The higher a position one reaches, the higher responsibility one experiences. This was also true with me, I experienced a tough time handling guests and resolving their queries at the peak hour in the Lodge. 
· However, I understood one thing, I need to improve my teamwork ability and leadership quality so that I can work more effectively. 
	
	
	



	Week 6 (04th November to 10th November)

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)

	Shift
(Date/Time)

	Student
Signature
	Hotel Mentor
Signature

	Tasks I performed
·  Finally, in the last week, I was a part of each department (i.e. housekeeping, reception and the Lodge) which gave me ample opportunity to recollect my experience.
· I took part in a meeting which mainly focused on assessing guest feedback and reviews and making improvements in services accordingly (Tewan, 2009). 
· I understood the guest booking system in a proper way which would be better for my professional career. 
Challenges I came across 
· Since it was the last week, my enthusiasm regarding the work reduced a little bit and I faced challenges in motivating myself. 
· This week, I had to come across probably the most complex booking requests and queries which was also challenging for me.
My Experience
· I felt more confident in my job and more integrated into the team environment.
· This week I experienced a sense of accomplishment and was excited for the journey ahead. 
· I understood the value of problem-solving and critical thinking while handling guest services and directly interacting with customers (Wood, 2013). 
	
	
	




