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[bookmark: _heading=h.gjdgxs]Introduction
This report is a learning log of a supervisory position within Guest Service Operations. A learning log or journal is a way to keep a record of some topic’s learning and its progress around the topic (Quick et al., 2020). The learning log aims to provide a self-reflection on the progress. Self-reflection does not give positive solutions every time (Kross, Ong and Ayduk, 2023). I shadow in a supervisory position of Guest Service Operations at Double Tree Hilton Bristol Hotel UK. The hotel it is in Woodland Lane, Bradley Stoke BS32 4JF, UK (Hilton, 2023). In this placement learning log (ASET and Contributors, 2013), I will apply Gibbs's Reflective model to show my progress in the Managing Guest Service operation position.
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Figure 1: DOUBLE TREE HILTON BRISTOL HOTEL UK
(Source: Hilton, 2023)
[bookmark: _heading=h.30j0zll]Overview 
· As a BA 3rd year International Hotel Management student, I got placed in the DoubleTree by Hilton Bristol hotel’s supervisory position of guest service (Hilton. 2023). The guest service manager role is to manage a superior level of satisfaction for the guests by administering the front desk actions. (Johnston, Clark and Shulver, 2012). The responsibilities of a guest service supervisor are hiring and conducting training for the other employees and understanding the guest's expectations and solving guests' problems. Guest supervisor play the role of a mediator between guests and hotel management.
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Figure 2: DOUBLE TREE HILTON BRISTOL HOTEL UK
(Source: Hilton, 2023)
[bookmark: _heading=h.1fob9te]Gibbs Reflective Cycle
In this log I will use Gibbs's reflective model to show my learnings and progress.
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Figure 3: Gibbs Reflective Cycle
(Source: University of Cumbria, 2020)
Description 
I am a 3rd-year hotel management student. I was shadowing as a manager guest service operations position at Double Tree Hilton Bristol Hotel UK. As a hotel management student, I chose hospitality management because of what this industry can offer and the opportunities that I have. I have learned different responsibilities such as restaurant and bar functions, reception and concierge services, management, marketing and administration activities. I have supervised reception or front office work (Wiley & sons, 2000-2022), housekeeping, living well club, etc. I have participated in resolving an issue regarding a complain that was made by a group that was supposed to be pick up by a bus reserved by the Double Tree Hilton team. The group waited an hour for the bus to come and, they were students’ minors. Safeguarding was raised and the Double Tree team managed with success to bring another bus in a short time. The manager also made official complain to the bus company and this will be sort it out internally.  I have learnt the management procedures in that case (Adeani, Febriani and Syafryadin, 2020).  
Feelings
I enjoyed learning all new procedures, policies and how this applied to each complain or issues that must be resolved. So, I feel confident to do these again. After joining my placement, I had some problems with the staff. Was something new for them and for us.  Doing the work such as team management, task management, and maintaining punctuality in this practice I have not learned about housekeeping because they are another company contract.  I am facing some challenges with the staff and procedures relating to delivering guest services, marketing, guest service strategies, training, and a low number of staff (University of Cumbria, 2020). 
Evaluation
The things that went well were the fact that I already had an idea about guest service. Because I have learnt guest servicing in my academic course how to sort out the guests complains as well. But I have a problem with team management and a shortage of employees in my team. Because team members were not cooperative, and I could not understand the tasks at first. That affected my learning a lot. The organisation is having some policy issues, quality issues, and management structural issues. That is affecting guest service including myself. I must look after resource allocation problems and marketing, cultural, health and safety issues that are affecting the guest service experience. 


Analysis
 I have successfully managed the front desk work and have shown a great outcome in guest services. Housekeeping I was not able to and just a few hours spend in the living well area. I professionally dealt with some guests complains that I have learnt in my academic course. I have a huge problem with professional communication regarding staff members. I am facing problems in teamwork, task management and maintaining punctuality because everyone is working individually.  I have tried my best to engage and to learn as much I could. This is my first-time working experience in this industry. And I was interested to accumulate a lot of knowledge regarding the practice experience.  The hotel is not paying much attention to the marketing sector and there are some problems with guest service policies. I have understood that I must work on team management skills, increase professional communication skills and organisational issues that are affecting the guest service experience (University of Cumbria, 2020).     



Conclusion
From this situation, I have learnt that I must develop my communication skills and team management as well. I think the hotel should improve its health and guest service policies to increase guests' appearance. The Hotel should hire more employees in management teams so that they never face employee shortage issues that affect events and the marketing team to improve and add more publicity to the Hotel. I think I should talk to the other experienced person about how to improve my communication skills regarding  to manage the team. I have successfully developed expertise in guest management services and front office tasks. The hotel must look at its organisational issues to increase guest functionality. The hotel should improve its marketing strategy to make itself a brand in the hotel industry (Adeani, Febriani and Syafryadin, 2020). I think I would arrange a training program for employees to improve team management work and to understand the procedures how to improve their time management.



Action Plan  

	Goal
	How to improve
	Duration

	Communication skill
	I have talked to seniors who have more experience in this sector. I should take online classes to improve my skills and utilise my learning in my work. 
	 4 weeks

	Task management skill
	I should focus on one task at a time and maintain a schedule of tasks. I can break big tasks into smaller tasks as well.
	2 weeks

	Team management skill
	First, I must establish good communication practices. I should focus on collaboration and establish a unique development style for managing the team. Staff time management is important.
	4 weeks

	Punctuality
	First, I must make up my mind that I am currently shadowing, and I have a huge responsibility of a hotel to manage guests and front desk and staff punctuality, etc.
	2 weeks


  





[bookmark: _heading=h.3znysh7]Conclusion  
Here in this learning log, I have talked about my practice as a guest service manager at Double Tree Hilton Bristol Hotel UK. I have reflected on my academic and professional development in this log. I have used Gibbs's reflective cycle to take out my developments. I have found my plus points and my drawbacks. I have found my skills in dealing with complaints, events, guest servicing and front office work. My drawbacks are professional communication skills, team management, task management and punctuality. I have decided to rectify all my drawbacks such as taking a class on communication and talking to the experienced to gather knowledge about task management and team management. I think organisations should clarify their problems as well. They should monitor their marketing strategies and improve their guest policies and staff policies.    
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