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[bookmark: _Toc191221048]Introduction
Hotel Wrexham is a very good hospitality property located in Wrexham, UK providing a full range of guest services, i.e. Reception Office, Housekeeping, Leisure Club, Maintenance and Meetings. It allowed me to work behind the scenes shadow a supervisory role and experience, real-world operation of guest service. This learning log captures real-life experiences, challenges faced, and how Kolb’s Reflective Model was employed to focus on the core skill set developed through the process. These included enhanced communication, teamwork, and problem-solving, along with better insight into operational management. Focusing on the realities of the industry further improved my guest expectation management skills, theoretical application, and hospitality skills.
[bookmark: _Toc191221049]Reflection on Experience and Personal Development
In my placement at Hotel Wrexham, I shadowed a supervisory role in different departments: Reception Office, Housekeeping, Leisure Club, Maintenance and Meetings. I utilised Kolb’s Reflective Model to critically appraise my experiences, recognising areas for personal and professional development.
Concrete Experience
I was responsible for engaging with guests, overseeing operational duties, and witnessing supervisors tackling problems. During my time in the Reception/Front Office, I handled check-ins, check-outs, and guest inquiries and served as a liaison between departments (Adamu and Hamidah, 2024). In Housekeeping, I was responsible for inspecting some rooms and scheduling staff, which taught me that small things do make a difference. A working cafe, honeysuckle did not only require quality service, but the leisure club did require interaction with guests to add value to their visit, whilst meetings and events required the 'how' to organise and deliver functions.
Reflective Observation
Teamwork and communication go a long way to ensure the guest is satisfied. On another day on a very busy weekend, a miscommunication between the front desk and housekeeping caused the rooms to not be ready and guests got frustrated. This experience highlighted the importance of coordinating in real time and working proactively to solve problems (Appolloni et al., 2023). Also, overcoming guest complaints in Reception took more patience and professionalism. It was clear that a calm and empathetic response helped diffuse situations.
Abstract Conceptualization
Analysing hospitality theories from my practical experiences, during my service recovery models, guest relations, etc. Kotler’s Service Recovery Model posits that a properly handled complaint can mend and turn dissatisfied guests into loyal customers (Bazi et al., 2023). Seeing this model in action, applied in real life by my supervisors helped me understand how it translates into the real world. Herzberg’s Two-Factor Theory of motivation also taught me about employee engagement and its consequences on service quality (Fong et al., 2023). Staff members who felt appreciated and backed by management offered improved guest experience.
Active Experimentation
By reflecting, I was able to establish ways to improve in the future. This enhanced communication would also ensure that the Reception & Housekeeping areas are working as efficiently as possible. In addition to this, I aim to improve my ability to effectively manage guests by practising various interaction situations. I am aware of the dynamics of teamwork, and this motivates me to cultivate leadership skills that foster cooperation and efficiency (Golgeci et al., 2022). The experience I gained at Hotel Wrexham deepened my insight into the multifaceted nature of hotel operations and honed my ability to solve problems, communicate effectively, and collaborate as part of a team. I can introduce Kolb's learning cycle into my learning process, which led me to finally devise a structure for my learning process that will be a sure asset in my future career in the hospitality industry.

[bookmark: _Toc191221050]Critical Analysis of Work-Based Skills and Technical Knowledge
At Hotel Wrexham, I gained essential work-based skills and technical knowledge vital to managing guest service operations as part of my placement. Using Kolb’s Reflective Model, I reflected on how these skills facilitated my professional development and how they contributed to hotel management efficiency.
Communication and Interpersonal Skills
Good communication is key in hospitality, especially guest-facing roles. I feel that being clear, polite and professional in all communications allows for strong guest relations and effective resolution of issues in Reception. For instance, if you are dealing with a frustrated guest due to a booking error, I first apply active listening and problem-solving skills to reassure them but factor in coordinating with the reservations team to come up with a solution to the dilemma (Siregar and Pinagara, 2022). Looking back on this experience, I learned that emotional intelligence and adaptability are essential in showing a guest that you care about their satisfaction.
Teamwork and Leadership
Different departments work together or collaborate on various levels leading to the smooth functioning of hotels. In Housekeeping, I learned how coordination with Reception helps with cleaning and availability of rooms for guests arriving from the doors. Key problem areas included timeliness of updates in real-time and more continuity of communication channels and format (Tharapos and O’Connell, 2022). This also gave me the idea that instead teamwork was quite important, so I implemented a housekeeping status tracker digitally for some efficiency.
Technical Knowledge and Problem-Solving
I learned the hotel management software, which is used to check-in, bill and maintain guest records. My knowledge of these systems enabled me to perform my roles more effectively and best assist guests with their inquiries. Moreover, I gained insights into health and safety policies, especially in Maintenance, with adherence to safety protocols being vital to guest welfare (Tharapos and O’Connell, 2022). The innumerable number of skills learned in this area helped me a lot when it came to applying my technical knowledge and these work-based skills in realistic situations, managing those expectations of a guest effectively, and troubleshooting things on the go on the spot.

[bookmark: _Toc191221051]Reflection on Organisational Issues
Some of my exposure to organisational structure came through my placement at Hotel Wrexham, where I noticed various challenges to their guest service operations. One major issue was a guest complaint about a room not being cleaned timely. We had a guest who had requested an early check-in and proper communication did not transpire between the Reception and Housekeeping teams, which did not have the room ready. This situation resulted in an unhappy guest and a very sweaty front desk staff member and is a perfect example of a breakdown in interdepartmental relationships (Vilalta-Perdomo et al., 2022). Watching this problem unfold, I was struck by how inter-departmental decision-making is the cornerstone of the guest experience, and ultimately hotel efficiency. Housekeeping hadn’t been briefed about the early check-in request, and Reception thought the room would be ready without checking. Without this structured communication, their operations suffered and both staff and guests experienced frustration. 
I learned through this experience how essential communication and effective workflow management is. Kotler’s Service Recovery Model is an example of a theory in hospitality when it comes to service recovery that states proactive service recovery can enhance a negative experience and ultimately increase guest loyalty. Moreover, Herzberg’s Two-Factor Theory positions well-laid operational processes as essential for improving employee performance and service quality (Wong et al., 2023). These organisational problems can be solved through structured communication strategies that enhance efficiency. I recommended a real-time digital system for housekeeping status updates to prevent the same issues from re-occurring in the future, promoting a better synergy between Reception and Housekeeping. Structured pre-arrival communications with guests would also be beneficial to set the right expectations and ease operational pressure at the last minute. 

[bookmark: _Toc191221052]Conclusion and Action Plan
My placement at Hotel Wrexham gave me an insight into how guest service operations work and improved my problem-solving, communication and teamwork skills. In utilising Kolb’s Learning Cycle to reflect upon my experiences, I was able to analyse the challenges that I faced and develop strategies on how to improve. Realising the role of cooperation between departments, service recovery and efficiency of operation has improved my capacity to manage the expectations of guests. I am now inspired to pursue more training in hotel management systems to support my technical capabilities. Workshops on conflict resolution techniques will allow me to better address guest complaints. Finding mentorship within the hospitality industry will inform and guide me in leadership and strategic decision-making. Furthermore, I will focus on smoothing my skills around using structured communication methods to ensure both efficiency and effectiveness in workflow.
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