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Learning Log – Weekly Journal Entries
Week 1: 30th September - 6th October 2024
· Experiences:
· Induction Program: Participated in an extensive induction program introducing the hotel's values, mission, and operational standards, giving me a deeper understanding of the hospitality sector (Bardi, 2010).
· Reception Shadowing: Observed the reception team’s check-in process, noting their techniques for welcoming and assisting guests.
· Tasks Performed:
· Supported front desk staff in welcoming guests and learning the guest registration process through the Opera system.
· Organized welcome packages, enhancing the first impressions of arriving guests (Fallon & Rutherford, 2010).
· Challenges Faced:
· The volume of information during the induction was overwhelming but highlighted the importance of foundational knowledge in hospitality.
· Lessons Learned:
· Recognized the significance of a warm welcome and effective communication for building rapport with guests (Johnston et al., 2012).
· Emotional Reflections:
· Initially felt anxious about the placement but grew more excited as I adapted to the team’s dynamic.

Week 2: 7th October - 13th October 2024
· Experiences:
· Managing Large Group Check-Ins: Assisted with the check-in of a large corporate group, observing the logistical planning involved.
· Negotiation Skills: Observed the Front Office Manager resolving a booking error for a family by offering a complimentary suite upgrade, showcasing the importance of negotiation skills (Hagg, 2013).
· Tasks Performed:
· Assisted the reception team in managing guest lines and helping with luggage, ensuring smooth transitions for large groups.
· Assembled welcome amenities for group guests, allowing a personalized touch in their stay.
· Challenges Faced:
· Handling delayed room readiness required transparency and reassurance to maintain guest satisfaction.
· Lessons Learned:
· This week emphasized negotiation as a tool for diffusing dissatisfaction and showed how quick thinking can turn setbacks into positive experiences (Wood, 2013).
· Emotional Reflections:
· Felt a sense of accomplishment as we managed to resolve unexpected issues smoothly, reinforcing the team’s adaptability.

Week 3: 14th October - 20th October 2024
· Experiences:
· Guest Complaint Handling: Observed a receptionist addressing a guest’s noise complaint with patience and empathy, reaffirming the importance of active listening (Johnston et al., 2012).
· Interdepartmental Coordination: Assisted in communicating with housekeeping to prioritize urgent room cleaning requests.
· Tasks Performed:
· Documented guest complaints and worked closely with housekeeping to facilitate prompt room readiness.
· Learned strategies for handling sensitive issues, such as noise complaints, to minimize negative guest experiences.
· Challenges Faced:
· Navigating sensitive guest concerns required patience and reinforced the value of empathy in guest services.
· Lessons Learned:
· The experience reinforced the role of active listening and empathy in creating positive guest interactions (Johnston et al., 2012).
· Emotional Reflections:
· Felt reassured that my role contributed positively to guest satisfaction and valued learning through hands-on interactions.

Week 4: 21st October - 27th October 2024
· Experiences:
· Event Feedback Collection: Helped gather guest feedback after a major event, learning how feedback is essential for continuous improvement.
· Preparation for Upcoming Events: Assisted in event logistics, which included coordinating room setups and confirming equipment readiness (Vallen & Vallen, 2014).
· Tasks Performed:
· Distributed and collected feedback forms, helping document guest insights for future event planning.
· Assisted in setting up conference rooms, reinforcing the importance of thorough preparation.
· Challenges Faced:
· Balancing feedback collection with other responsibilities highlighted the multitasking required in hospitality.
· Lessons Learned:
· Recognized the significance of using guest feedback as a tool for service enhancement (Service Industries Journal, 2020).
· Emotional Reflections:
· Felt motivated by the positive feedback and appreciated the direct impact my efforts had on event success.

Week 5: 28th October - 3rd November 2024
· Experiences:
· Leisure Club Operations: Observed how the leisure club enhances the guest experience through added value services, such as spa treatments.
· Learning Property Management Software: Used the Opera property management system for check-ins, developing my technical skills (Rughubalan, 2009).
· Tasks Performed:
· Guided guests on leisure club services and assisted in spa bookings, familiarizing myself with a broader range of services.
· Updated guest information in the Opera system, learning how to streamline check-in procedures.
· Challenges Faced:
· Balancing multiple guest inquiries while ensuring efficient service was a challenging but rewarding experience.
· Lessons Learned:
· Gained confidence in using property management software to optimize guest experiences and maintain service standards (Rughubalan, 2009).
· Emotional Reflections:
· Proud of the technical progress I made and my increased comfort in assisting guests with diverse needs.

Week 6: 4th November - 10th November 2024
· Experiences:
· Busy Weekend Management: Coordinated with housekeeping and maintenance during a busy weekend, understanding the importance of cross-department collaboration.
· Handling Special Guest Requests: Helped organize special arrangements for an anniversary celebration, providing a memorable guest experience.
· Tasks Performed:
· Communicated with housekeeping for timely room readiness and addressed maintenance needs as they arose.
· Assisted in arranging a complimentary gift and note for a guest couple’s anniversary, enhancing their stay.
· Challenges Faced:
· Encountered maintenance issues requiring quick problem-solving and emphasized the need for teamwork and adaptability.
· Lessons Learned:
· Learned the value of teamwork and clear communication in managing unexpected challenges and ensuring smooth operations (Wood, 2013).
· Emotional Reflections:
· Felt rewarded by the positive feedback from guests, highlighting how thoughtful touches create lasting impressions.

Conclusion
This journal captures the range of experiences, tasks, and learning opportunities encountered during my placement at the Hilton Garden Inn Luton North. Through reflection on weekly experiences, I gained insight into guest service operations, developed essential skills in problem-solving, and learned the value of teamwork in a hospitality setting. I look forward to deepening these competencies in the remaining weeks.
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