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Student Learning Log- Managing guest service operations


This is a student learning log about the placement experience and development aimed to be reflective and not descriptive, to critically review the learning experience at placement. The aim of this paper is to reflect on my own personal and vocational development, self-development, and academic development in relation to placement experience and service operations management issues present at placement. In order to academically reflect on placement experience, the managing guest service operations issues, I will apply Gibb’s Reflective cycle. 
Gibb’s reflective model is meant to structure learning from own experience. It is a framework that supports an individual to analyze the experience phase by phase and to understand what went wrong and what learning has been gained from the experience (Wallbridge, 2022). The first stage of the cycle is the Description of the whole story, second stage is the Feelings in relation to the experience. The third stage is Evaluation of what was good and bad (Cambridge University, 2022). Fourth stage is about Analysis to absorb the situation, firth stage Conclusion, about what have I leaned and what I could have done in a different way. Finally, the sixth stage is the Action plan, that helps to plan on how I would deal with a similar situation next time (University of Edinburgh, 2020).
The placement module required by the university to do as part of the degree learning course, was a totally different experience compared to other learning methods I have done by now at university. It is “hand on” learning, physical learning by practice. My placement takes place at Premier Inn London Wandsworth Hotel, a three-star hotel, in London, with generic facilities and restaurant on site service breakfast and dinner daily. Most of the time I spent there was at the reception desk, dealing with check-ins, check-outs, assisting in the room if there were any issues, payments and dealing with customers complaints. Daily there are complains of Wi-Fi not working properly, air conditioning or heating system not working properly, not hot water in some rooms, fixing issues in bathrooms on disabled room such as the bath handles not being fixed properly, and more others. Soon as the guest enters the room, tend to come back to the reception desk to complain about maintenance issues found in the room, that I had to face and deal with when I am on duty. In those moments and times, I feel nervous and under pressure because I do not feel confident to deal with the guest, is a difficult situation to be in but I have to find a way to resolve it. I usually take it personal when guest complain to me at reception with loud voice and very unhappy, I feel as it is my fault, and I am not good enough to work in this domain. And feel sorry for each guest that had a negative experience staying in the hotel.
To evaluate on this experience, it is good that I am facing such difficult situations because it prepares me to deal with any complaint and help to build my confidence when dealing with guest. It was bad because I needed more support to deal with such situations, the manager should be around more often and deal with guests directly. To analyze the whole situation, this hotel has multiple maintenance and operational issues therefore so many guests complain daily. This is a management guest service operations issue that the shift managers and general manager must look into and find a reasonable solution to improve hotel functionality and guest satisfaction. As hotel manager I need to know how to handle complains and deal with the guest but moreover I should fix solutions to stop the cause of the issue, in this case the maintenance section needs improvements to remedy the non-functionalities and problems remated to maintenance in the hotel which will then minimize the complains volume.
My recommendations are to create a maintenance log book where all maintenance issues must be recorded with date and each issue to be marked as “done” when it gets resolved. This way the management is in control of the maintenance issues in the hotel and which rooms are not functional. Another recommendation is to employ a handy man, a maintenance person available to work on full time basis responsible to resolve the maintenance problems within the hotel. This will help to resolve the issues immediately and to reduce the number of daily nonfunctional rooms.  In terms of complaints handling, I recommend to manager to change the room for the guest when the guest complains about maintenance issues or non-functionalities in the room (Aditi, 2022). They will make the guest happy because a brand-new room is offered for the money he spent (Event Temple, 2022). To offer the guest small incentives such as a free drink or a discount for the following booking. That will help to calm down the guest and remedy the situation (Which, 2021). 
Considering the fifth stage of Gibb’s Reflective model, the conclusion, I have learned to deal with complains and difficult people, that is part is a management skill I gained when dealing with complains at Premier Inn Wandsworth London that has a significant impact on my vocational development as hotel manager, in competition my degree course. Throughout this experience understood I was not prepared to work as a hotel manager or similar position because I do not have experience of dealing with guests in difficult moments and to handle complaints. Now I find myself much more confident in communicating with guests, remedying situations by finding immediate solutions to complaints, which is part of self-development.
Reflecting on the last stage of Gibb’s cycle, as an action plan I would record guest complaints with details and ask the guest what his expectations are. Effective communication is key; therefore, I would report the complaint to the manager on the shift specifying guest expectations. This way would put less pressure on me to handle the situation and the guest gets the manager’s attention. This could be a strategy for me to learn how to resolve complaints more effectively and to learn from others such as the shift manager. This way I can gain experience and enhance my professional development. 
In conclusion, the placement experience is a great way for practical learning, dealing with real life situation enhance self-development and professional development. Throughout my student learning log, I applied Gibb’s reflective cycle to prove my academic reflective writing skills. The complains issue in regard to maintenance problems give me the opportunity express my own thoughts and solution I think are best reasonable to solve the complains matter and have a well functional hotel. This matter gives me the chance to improve on my vocational development as well as self-development. Throughout this experience I developed my self-management skills, communication skills, applying my own initiative at the workplace and task management.
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