[image: Discover University of Wales Trinity Saint David]









STUDENT LEARNING LOG











Module: Level 6 Placement – Managing Guest Services Operations
Module Code: BMIH6003
Lecturer Name: Jessica Newport
Student name: Petre Chiriac
Student ID: 2246594
Word count: 1295


I acknowledge the use of Grammarly (https://www.grammarly.com/) on 9 November 2025 to check my work using the prompt(s):
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.


























Table of Contents
Introduction	4
Department reflection	5
Management styles in the Maintenance Department using Gibbs	5
Significance of the Issue	8
Three-Step Improvement Plan	9
Conclusion	10
References	11



[bookmark: _Toc214018308]Introduction
Management of guest service operations has been identified as a key aspect within hotels in terms of improving the experience and satisfaction level of guests. As per the comment of Ali et al. (2021), service quality is responsible for managing the satisfaction level of customers. The report is going to be developed with the selection of the department of housekeeping. There are some critical responsibilities of the department, including maintaining hygiene, cleanliness and aesthetic appeal of a property. I have worked in this department at Leonardo Hotel East Midlands Airport in terms of gaining experience. I have gained hands-on experience, along with an understanding of managerial and operational aspects within the organisation. From this department, I was responsible for maintaining the cleanliness of the property, along with managing inventory and supplies with my co-workers. The report is going to be developed based on the evaluation of my experience gained from the property, along with the identification of a major issue in the organisation.
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[bookmark: _Toc214018310]Management styles in the Maintenance Department using Gibbs
Description
I have worked at Leonardo Hotel East Midlands Airport as a worker experience as part of the hotel placement for a 10-week Level 6. In this organisation, I have gained experience in maintaining cleanliness and hygiene and its importance for the improvement of the experience of guests. As per the statement of Rodríguez and Puertas (2023), hygiene management has been identified as a crucial aspect for organisations, along with the management of the quality of services. There was a key issue in the organisational management, such as inefficient decision-making. I was also responsible for the improvement of service quality within the organisation and meeting the needs of guests by managing inventories.

Feelings
At the start of the session, I was nervous, as I had no very big experience of this kind of practical work. I was confused about what to do or what not to within the organisation, and I took time to understand all the perspectives and responsibilities.   

Evaluation
With time, I started to enjoy the working process, as I started to interact with new people and work in a collaborative business environment. It was enjoyable for me to work collaboratively and learn new things for future development. As per my opinion, the lack of efficiency in management-decision-making is affecting guest services within the organisation. However, I have faced challenges with my lack of adaptive nature, which created issues for me, such as taking a longer time than usual to learn new things. 

Analysis
From the situation, I have gained new experience and knowledge, which can be effective for me in my future development. I can get better opportunities in my future for further improvement and get a new and emerging job in the hotel industry. However, I found that I have a lack of adaptability skills, and I struggle to manage time; I need to develop these skills. As per the views of van Sluijs and Matzat (2024), time management is a key predictor of the motivation of students. The learning gained from the hands-on experience can be effective for me in improving my personality and ability to interact with people easily. I have also identified my key improvement areas, and addressing these areas can be helpful for my personal development. 

Action Plan
I can follow a schedule development method by prioritising tasks based on their deadlines, in terms of improving my time management efficiency. On the other hand, more collaborative work and gaining practical experience can be effective for me to improve my adaptability skills. 

Management styles
The leadership approaches of the organisation were effective in terms of improving guest experience, along with managing the satisfaction and motivation levels of employees. This perspective of leadership was effective in terms of increasing the performance efficiency of organisational staff. As per the observations of Kalogiannidis (2021), employee motivation is impactful in terms of managing organisational performance. The approaches taken by the leaders helped improve the quality of service provided by the staff of the hotel, which was effective in increasing the revisit intentions of guests. However, I have observed that the management was struggling to make appropriate decisions on time, which created challenges for the organisation in terms of dealing with issues of high market competition. The lack of efficient decision-making approaches within the organisation was a struggle for the company. For this aspect, the property used to miss market opportunities and faced challenges in terms of identifying market trends. 
I have learned that management and organisational behaviour are important for the development of appropriate decision-making within a company. Due to the lack of decision-making, the company was unable to meet market changes. I have also observed that there was a lack of usage of digital tools within the hotel, as it is important to incorporate digital tools in terms of improving operational efficiency and guests' experiences. The learning gained from this perspective can be helpful for my future growth. I would like to focus more on making effective decisions in my future workplace for the improvement of both my and the organisational performance. 
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The lack of efficient decision-making within an organisation in this current business environment has been identified as a significant issue for organisational growth. I have seen that the company was struggling to identify a relevant and efficient quality service approach, which has also been identified as inappropriate for a reputed hotel. As per the opinion of Canco, Kruja and Iancu (2021), decision-making is a key responsibility of managers, and it is responsible for affecting organisational performance. The hotel has also failed to adopt new and latest technology within its business operations, which has limited its organisational growth. As stated by Elgendy, Elragal and Päivärinta (2022), Normative Decision Theory is effective in terms of analysing the process of decision-making. According to the theory decision-making is important for companies and decision-makers play the role in this aspect. Due to the lack of decision-making effectiveness, the firm has faced problems like extra expenses. In my opinion, the management of the hotel needs to focus on this area and take appropriate steps to mitigate the challenges related to inappropriate decision-making. 
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	A specific operational change
	Incorporation of in terms of improving the aspect of decision-making perspective.

	Alignment of the change
	The key trend of the industry shifting to digitalisation can be aligned with the change.

	Expected impact
	It can be effective for the improvement of guest satisfaction level, along with organisational performance within a competitive market


Table 1: Improvement plan
(Source: Created by the learner)

The incorporation of artificial intelligence (AI) can be effective for the organisation to improve the perspective of managerial decision-making. As per the suggestion of Kaggwa et al. (2024), the incorporation of AI in strategic decision-making of business organisations are identified as effective. It can be effective for Leonardo Hotel to improve the efficiency of its organisational decisions and reduce errors. This particular change within the organisation can help improve the quality of services. However, there is a significant budget requirement to incorporate the technology, along with effective knowledge and training to use this technology. The incorporation of the technology will be helpful to provide better and smoother services to guests.


[bookmark: _Toc214018313]Conclusion
Based on the above discussion, it has been concluded that the quality of services is important within a hotel, which can be effective for organisational efficiency of hotels like Leonardo Hotel. I have worked in the hotel industry and gained experience, which I have evaluated using the Gibbs reflective cycle. I have found that the management of the hotel is suffering from appropriate decision-making. I have suggested that the company can incorporate AI in terms of making better and efficient decisions for the improvement of organisational performance. 
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