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1. [bookmark: _Toc192274422]Introduction
The Premier Inn London Stansted Airport Hotel is located close to the airport and Stansted Airport Station, and it offers accommodation in 303 rooms (Premier Inn, 2025). During my placement at this hotel, I covered operations related to guest service in the department of housekeeping, which are documented in the weekly progress tracker, including one’s experiences, tasks performed, challenges faced, and lessons learnt. The objectives for this placement encompass the development of personal guest service capabilities and the enhancement of critical skills such as self-management, problem-solving, communication, and cooperation. 
The first section of the report discusses the concrete experiences of shadowing a supervisory position in the housekeeping and maintenance departments. The subsequent chapter provides a critical examination of the importance of technical knowledge and work-based skills in achieving tourist service expectations. The following section reflects on the overall experience and considers one situation encountered in terms of guest service, such as a guest complaint or issue. Lastly, the ‘Conclusion and Action Plan’ chapter summarises the key insights and reflections from the Learning Log.

2. [bookmark: _Toc192274423]Reflection 
Kolb's Reflective Cycle is a model that emphasises the importance of experiential learning through a four-stage process: concrete experience, reflective observation, abstract conceptualisation, and active experimentation (Kolb, 1984), as illustrated by Figure 1.
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[bookmark: _Toc192274413]Figure 1. Kolb's Reflective Cycle
Source: Kolb, 1984

[bookmark: _Toc192274424]2.1. Concrete Experience
During this placement, I shadowed a supervisory position in both the Housekeeping and Maintenance departments. Some of the key experiences included participating in room inspections, ensuring cleanliness standards were met, and managing linen supplies. I also observed the implementation of a new digital system for managing housekeeping tasks, which streamlined operations and improved efficiency (Fallon and Rutherford, 2010). Moreover, it included assisting with routine maintenance checks, addressing guest complaints related to room issues, and learning about the hotel's preventive maintenance schedule. I also observed the coordination between the maintenance team and other departments to ensure a seamless guest experience.

[bookmark: _Toc192274425]2.2. Reflection ​
Reflecting on these experiences, I realised the value of attention to detail and effective communication in providing high standards of guest service (Casado, 2012). For example, during room inspections, I noticed that even minor issues, such as a stain on a mirror or a missing towel, could significantly impact a guest's perception of the hotel (Ngelambong et al., 2016; Zemke et al., 2015; Ineson, Čomić, and Kalmić, 2019). Additionally, the new digital system in housekeeping highlighted the role of technology in enhancing operational efficiency and guest satisfaction (Fallon and Rutherford, 2010). In the maintenance department, I found that prompt and efficient communication between the maintenance team and other departments was essential for promptly addressing guest complaints, as noted by Casado (2012). For instance, when a guest reported a malfunctioning air conditioner, the quick response and resolution by the maintenance team not only resolved the issue but also left a positive impression on the guest.
​
2.3. [bookmark: _Toc192274426]Abstract Conceptualisation
These observations led to the development of a deeper understanding of the key skills and technical knowledge needed to manage guest service operations effectively. Some of the critical skills include attention to detail, which involves ensuring that all aspects of guest rooms and public areas meet cleanliness and maintenance standards (Wood, 2017; Neog, 2021). Communication is also vital, as it facilitates clear and timely interaction between departments to address guest needs and resolve issues promptly (Casado, 2012). Technical proficiency is necessary when utilising digital systems and tools to streamline operations and improve efficiency (Papetti, Christofle, and Guerrier-Buisine, 2018). Additionally, problem-solving skills are essential for identifying and addressing potential issues before they escalate into guest complaints (Wessels, du Plessis, and Slabbert, 2017; González-Porras, Ruiz-Alba, and Morales-Mediano, 2021).

2.4. [bookmark: _Toc192274427]Active Experimentation

Going forward, the knowledge and skills acquired during this placement will be applied to future roles in the hospitality industry. I will focus on improving my time management and multitasking abilities to handle high-occupancy periods effectively. Additionally, I aim to enhance my problem-solving skills by proactively addressing guest complaints and issues. Based on these insights, I plan to develop checklists and procedures to consistently monitor guest service operations with attention to detail. I will encourage open communication between departments and hold regular team meetings to address issues effectively (Casado, 2012). Additionally, I intend to stay updated on advancements in hospitality technology and integrate them to improve efficiency and guest satisfaction. Furthermore, I will engage in continuous learning to proactively identify and resolve issues using my problem-solving skills.


3. [bookmark: _Toc192274428]Analysis
Skills such as communication, teamwork, and task management are crucial for fulfilling guest service expectations. Effective communication ensures that guest needs are understood and addressed promptly (Casado, 2012). Teamwork fosters a collaborative environment where employees support each other to deliver exceptional service. Task management skills enable supervisors to allocate resources efficiently and ensure smooth operations.
On the other hand, technical knowledge, including the use of guest service software systems, is crucial in maintaining high service standards. During my placement, I learnt how to use the hotel's digital management system to make reservations, modify bookings, and add services for specific rooms. This knowledge is vital in ensuring accurate and efficient service delivery.
One significant insight from my experience was the impact of a well-implemented digital management system on operational efficiency. The system streamlined various processes, reducing the time required for tasks such as reservations and stock management. Another example is the importance of a supportive work environment. The friendly, professional staff at the hotel made it easier for me to adapt and learn, highlighting the role of organisational culture in employee performance and guest satisfaction. The shadowing experience in housekeeping at Premier Inn London Stansted has greatly enhanced my skills, technical knowledge, and understanding of guest service standards. The insights gained from this placement will inform my future professional practice within the hospitality industry, helping me to deliver exceptional guest services and achieve my career aspirations.

4. [bookmark: _Toc192274429]Organisational Issues

During my placement, I dealt with a situation where a guest raised a concern about the cleanliness of their room. The issue impacted the department's performance as it required immediate attention and additional resources to resolve. The guest's dissatisfaction also had potential implications for the hotel's reputation.
The issue highlighted the importance of maintaining high cleanliness standards and regular room inspections. To address such situations, I suggest implementing a more rigorous inspection process and providing additional training for housekeeping staff (Fallon and Rutherford, 2010). Utilising relevant theories, such as Total Quality Management (TQM), can help continuously improve service quality (Singh, 2015) and prevent similar issues in the future.

5. [bookmark: _Toc192274430]Conclusion and Action Plan

The placement experience provided valuable insights into the operational and managerial aspects of guest service operations. It emphasised the importance of work-based skills, technical knowledge, and a supportive work environment in delivering high-quality guest services. The experience also highlighted the significance of continuous improvement and proactive problem-solving in maintaining service standards.
To improve my skills, I will enhance time management and multitasking. Additionally, I will proactively solve guest complaints. I will stay updated on hospitality tech advancements and promote teamwork and effective communication.
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