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This learning log discusses my placement experience as part of the guest service operations at the four-star hotel Cardiff Marriot. Therefore, I will utilize Kolb's Experiential Learning Cycle (1984) as a framework in which to reflect upon this process. The cycle of Kolb’s consists of four stages namely active experimentation, reflective observation, concrete experience, and abstract conceptualization. I will also use Akbaba (2006) and Chen & Chen, (2010) to get ahead on the requirements of guest services. My professional practice will focus on areas including vocational, self, and schooling growth, which includes mentioning one management problem that arose and how it was resolved. Additionally, I will present evidence pertaining to mastering key skills such as self-management, task management, initiative, and communication. Finally, I shall discuss how I employed my theoretical knowledge in actual cases and what impact this has had on my career plans by using learnt knowledge, various books and articles such as from Parasuraman, Zeithaml and Berry (1985) to manoeuvre guest service operations.
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In this learning log I’ll describes some of my practical knowledge about guest service experience. The 2nd day of placement on front desk was very busy with parties and Wales Water official meetings. At least 15/20 people came together for check in and also in the meantime that day 74 check out on the list. Some room wasn’t clean and we received 13 luggage for safe storage.  The other day one of my colleague hand over wrong parcel to the courier person. The front desk manager handle this situations very carefully. I relate her action with the ERA cycle (Jasper, 2013) and The Schon Reflective model (1991).  The both reflective model are very useful theory to handle the above situations. Hence I’ll reflect of my learning experiences using Kolb’s Learning Cycle-
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I spend two week’s during my placement at a renowned four-star hotel Cardiff Marriot in the area that deals with the guests' services. It had a 205-roomed hotel with the available amenities, including a outsource restaurant, bar, executive lounge,  meeting centre, and concierge room. Most of my work entailed greeting and welcoming guests, and observing how front office handling both reservation and cancellation issues, answering calls and emails, addressing information and assistance needs of guests, and dealing with guest requests and complaints. Alongside my colleagues, we did work together and followed up on our reporting officer – the guest service manager.
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My placement was delightful and beneficial to both my professional and personal growth. This was an opportunity for me to try out new skills, learn more about the industry, and gain hands-on experience, which would greatly help me in the future. Additionally, working with people from other backgrounds and cultures made me happier. Nevertheless, my placement was coupled with a few problems, too. My colleague when she was under a lot of pressure and stressed; not only was this related to workload and meeting guests' expectations but also surrounding issues, she advised me to read the article Enz, Canina and Walsh, (2001) to get myself ahead and read what might be confusing at work when with guests. For examples, when the guest complained about loud noise from the outside. The source of noise is clubs, pub and bar which is located in front of the hotel. Guest service manager offered them another room and they are happy to move to another room. After few minutes thy came again wants to change the room because its facing train station and they didn’t like the view.   I learned how to deal with them, or overwhelmed by frustration and disappointment. Additionally, I experienced anxiety and fear whenever it was necessary to interact with an aggressive guest or address a complicated scenario.
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My placement experience was influenced by several internal and external factors which I consider. The internal factor included some personal attributes that made me, including my motives, attitude, personality, values, beliefs, strengths, weaknesses, interests, and goals. The other externals included the hotel's environment, like its culture, structure, policies, procedures, standards, resources, and opportunities. These, I believe, influenced my learning as well as the performance achieved in the end. Similarly, factors like motivation and attitude can lead to overcoming challenges and learning from feedback and it definitely influenced me (Al-Refaie, Ghnaimat, and Li, (2012). 
Part of the problems arising out of my placement in management included guest satisfaction. Service quality and retention of customers are dependent on guest satisfaction in the hospitality sector (Kotler et al., 2014). Nevertheless, there are several key contributors to guest satisfaction, including guest expectations, perceptions, preferences, experiences, emotions, and feedback (Soriano & Gilmore, 2002). Among the guest satisfaction issues with which I had to cope during my placement were a host of factors like service failures, service recoveries, service personalization, service innovations, and service differentiation. In the above scenarios, I monitored guest satisfaction levels using different methods like online reviews, and social media (Berezina et al., 2016). Moreover, It is required to offer suitable solutions, for instance, apologies, compensations, complements, customizations, and recommendations (Choi & Chu, 2001). I also read on ways that we can make the industry more sustainable through articles from Jones, Hillier, and Comfort, (2016) and Heizer, Render & Munson, (2017). These articles aided in explaining sustainability measures in hotel guest management.
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Therefore, my placement experience was a fantastic experience, which gave me much knowledge. I grew in a personal and professional capacity of competencies and attitude. Additionally, I broadened my view of how the theory behind guest services and hospitality management is implemented. Despite this, I have some areas of weakness which will require improvement. In addition, some certain issues and challenges tested my capabilities and aspirations. When I sit alone in front desk and guest arrived, I greetings them, make comport and let them know I’m not authorised to check in/check out. I also notify my colleague’s that, guest is waiting.
As a result of this reflection, I formed an action plan for better learning and performance in the future. My action plan consists of the following steps:
Using my placement experience and feedback to revise the objectives and outcomes for me and review them.
I continuously seek more feedback, support, and advice from my placement supervisor, mentor, and colleagues regarding the best strategy for improving my knowledge and skills in guest service operations and hospitality management.
Look for more resources of learning that have supplementary information about guest service operations and hospitality management to improve my knowledge. One of my examples is reading a book titled Marketing for Hospitality and Tourism by Kotler et al. (2014) in order to acquire knowledge on hospitality marketing strategies and tactics.
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Use a reflective paradigm, such as Kolb's Experiential Learning Cycle (1984), to critically and routinely reflect on my performance and learning in order to assess my growth and accomplishments, pinpoint my advantages and disadvantages, and make plans for future development. Allow me to practice my knowledge and skills in guest service operations and hospitality management so that I may consolidate my learning in various conditions such as simulations, case studies, projects, and assignments, among others. During  my placement I lost some opportunities such as, dealing with Gold, Silver and Platinum member. I also failed to make any new member on this short period of placement. Although my learning experiences was very good at Cardiff Marriot. I hope it will benefit me in my future life.
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