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Guest Service Operations, encompassing all activities, forms an indispensable element which promotes a fair understanding of the performance of the holistic management in meeting guest needs (ASET, 2017). Concerning this, this learning log would use the Gibbs Reflective Model for reflecting on personal experiences while being the Executive Housekeeper at one of the prime boutique hotels named New Steine Hotel Brighton. The Gibbs Model would help in analysing the enhanced technical and work-based skills which I have enhanced in my placement along with reflecting on my experiences and areas of improvements which have been overcome by crafting an action plan.

[bookmark: _Toc158979726]Brief overview of the hotel's guest service operation 

New Steine Hotel, located in the centre of Brighton, is known for its impeccable guest service operation by being vigilant to provide exceptional service to its clients with its 24 hours’ service, smooth booking or cancellation policies, diverse room availability along with upholding stringent cleanliness protocols (Visit Brighton, 2024). One of the most integral departments of this hotel is its housekeeping. Housekeeping is that department which deals with the ancillary and cleanliness service for promoting a safe and clean environment for all guests (Bardi, 2010). Upon this premise, the housekeeping staff at this boutique hotel named New Steine Hotel has always kept up with clean rooms to their clients daily by conducting thorough or deep cleaning so that they can ensure proper hygiene standards to their guests (Luxury Hotel Review, 2024). Furthermore, cleanliness and comfort sit at the priority for their guests.
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Learning objectives of this placement has been to gain profound insight in the housekeeping and its daily operations in New Steine Hotel Brighton. It focused on overlooking the cleanliness standards while enhancing guest satisfaction by room upkeep. On the other hand, it also aimed to analyse the holistic effectiveness of housekeeping processes while being responsible for training protocols or inventory management. Evaluating the technology or sustainable practices that helps in enhancing housekeeping operations was also a part of this placement objective to not just reduce environment impact but ameliorate service quality as well (Casado, 2012).
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The supervisory position that I was responsible for is Executive Housekeeper in New Steine Hotel Brighton. It is the Executive Housekeeper who oversees providing the best comfort standards of hospitality to guests that not just results in organisational profitability but maximises guest satisfaction (Hagg, 2013). I oversaw coordinating with the staff schedules by conducting regular inspections along with solving all guest issues by applying my skill of attention-to-detail. This has made me understand the varied intricacies of guest service operations, thus highlighting my strength in communication and collaborative skills. I remember when there was a VIP guest at our hotel premises, and I was in-charge of coordinating with daily tasks that were required in housekeeping department by ensuring the fact that the guest's room was always spick and span and ghat the highest levels of cleanliness and comfort was offered to him. Moreover, an Executive Housekeeper must observe all challenging situations ranging from guest complaints regarding room cleanliness and hygiene to handling all guest inconveniences with professionalism (Fallon and Rutherford, 2010). This focuses on the significance of problem-solving skills that enables an Executive Housekeeper to promptly solve all queries along with prioritising effective communication skills. Good communication skills are equally important for this job role for it enables them to give clear instructions to the team along with providing feedback (Wood, 2012). My good communication skills have made me ensure that the entire housekeeping department functions smoothly along with resolving all conflicts on time. I have gained insights of the technical skills of the processes to handle cleaning technology along with giving training to the team on the same so that we never fall short of fulfilling the guest service operation of the hotel.
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It is needless to mention that my previous industry experience and personal and vocational development has contributed a lot towards my understanding of task management, teamwork, and communication skills along with enhancing my personal skills and guest services. My previous expertise in handling client facing roles in food service directly contributes to my foundational skills of teamwork and communication that are equally transferable to the hospitality sector. It is by my academic studies that I have been adept in transferring the learnt theoretical knowledge in applying them in real life for interacting with diverse clients and teams. For example, the lesson learnt regarding service quality theories like that of SERVQUAL that helps in capturing customer perceptions and expectations of a service (QAA, 2018). It helps the hospitality industry to contextualise the services which they offer along with improving their offerings which cannot fulfil guest satisfaction. Task management abilities are yet another key essential for which I could balance my placement responsibilities along with fulfilling my academic requirements and that helped me a lot in carrying out my duties efficiently. Experiencing diverse guest interactions has also enriched my awareness regarding offering tailored service delivery and that has sincerely contributed to my development of meeting or rather exceeding client expectations and not leaving any stone unturned to foster a well-organised approach towards establishing quality guest service operations.
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Work based skills along with technical knowledge holds a paramount importance in meeting guest service expectations particularly in the housekeeping department (Johnston et al. 2012). Under this premise, one of the first and foremost skills that plays a pivotal role is customer service and attention to detail skills. These are the skills which enable in de-escalating customer issues promptly and not overlooking even the minor issues related to cleaning and hygiene remains the key essentials (Rughubalan, 2009). Furthermore, communication skills ensure interacting with the customers, understanding their requirements, following their instructions, and providing them with the same quality service. Apart from this, teamwork skills enable in delegating tasks to the team efficiently along with working with each other together so that everyone can reach the same goal of responding to guests’ and operational needs effectively (Paluch et al. 2022). I have also learnt this skill that has helped me to ensure timely turnover of room and enhancing guest satisfaction which has made me improve my performance and gather great appreciation from the hotel authority. Cleaning, hygiene, and laundry skills are some influential skills that help an individual to be successful in achieving standard guest satisfaction (Vallen and Vallen Jerome, 2014). It is by this knowledge that I once was able to solve a guest complaint which was about a stained mark on their room's carpet which was solved adequately by my immaculate knowledge in hygiene and cleanliness standards. Being the Executive Housekeeper, I really felt overjoyed in having solved this issue in New Steine Hotel Brighton by deploying my team members who had in-depth expertise in handling carpet cleaning techniques. It is by engaging our technical skills of removing the stain that we could restore the carpet and retain its actual condition and make it even cleaner. Here, my communication skills along with professionals and empathy skills have ensured me to look at the matter swiftly without delaying it and that exceeded the client's expectations. This not just reaffirmed my hotel's dedication to offer premium guest service but speaks of my and my team's effective work based and technical skills in upholding the service standards.
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One of the other experiences that I had to encounter being the Executive Housekeeper at New Steine Hotel Brighton is a situation when I faced a minor issue where one of our clients found stray hairs inside their cleaned rooms and that made her get very angry at us. This was one of the pertinent situations that has been enlightening enough in understanding the impact a department's performance on delivering good guest service. Thus, it must be mentioned that we both only reported the entire issue with upholding the cleanliness levels but addressed this issue with additional resources and time. This has specifically highlighted our attention to detail with inspecting the processes with focus so that similar occurrences do not happen in the near future.
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One of the first solutions to navigate this issue of finding stray hairs in room is to rigorously implement inspection protocols so that we can assess the room cleanliness even before the guest arrivals. Furthermore, staff training programs is yet another solution which can help focusing on sufficient cleaning techniques with utmost attention-to-detail skills. Quality control protocols like blacklight technology can also help in detecting hidden contaminants, thus enhancing cleanliness standards (Tewan, 2009). In Spite of this, the SERVQUAL model can be used in this case for emphasising on service quality standards like responsiveness and reliability of services as that underscores the process of guest satisfaction.
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	Areas for improvement 
	Strategies

	Communication skills
	Engage in communication workshops.
Practice empathy and active listening skills during interacting with guests.
Gain feedback from guests and hotel authority.

	Task management skills
	Formulate realistic goals along with reviewing the progress frequently.
Time management strategies must be enforced for prioritising tasks and delegation.

	Teamwork skills
	Participate in team building activities for fostering trust and collaboration.

	Guest Services 
	Enrol myself in client service training programmes for enhancing guest services.

	Personal skills
	Developing resilience by engaging in manifold self-reflection activities that helps foster personal development.


Table 1: Action Plan
(Source: Self-Created)
Considering the above action plan, it can be said that I can enhance my teamwork and communication skills by engaging in communication workshops as that would help me in fostering optimum guest experiences along with forming strong relationships with the guests and my team. Besides this, task management skills would make sure the responsibilities are carried out timely and the operations are efficiently ensured with efficiency and professionalism. I believe that personal skills resilience or emotional intelligence does not help in improving guest communications but also fosters personal wellbeing. Thus, these all align with the vocational development objectives for attaining success in prioritising client satisfaction and continuous improvement of my personal and professional development.
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Therefore, this learning log has incurred a huge impact in my work-based development of skills along with aiding in improving my technical knowledge of understanding quality service standards. Being an active member of the housekeeping team of New Steine Hotel Brighton, I have realised the significance of communication, task management and teamwork in delivering good-class guest service and maintaining coordination in the team. It has been found that attention to detail skill is one of the eminent skills which plays a significant role in meeting the guest standards of cleanliness and hygiene. Furthermore, the learning log has helped in instilling the idea that personal or vocational development forms one of the integral assets of career aspirations and one must work towards engaging in seeking feedback or participating in training initiatives so that they can foster professional skills.
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