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Introduction
In this learning log, I am utilising Gibbs' Reflective Cycle (1988, cited in Jasper, 2013) to reflect and serve as an organised technique for me to think systematically about the experiences I had during a certain situation during my placement at one of the three Accor hotels. It encompasses the management problem of motivating and rewarding staff fairly within the three hotels as well. 

My experience at Novotel Front Office
The experience I have had at Novotel front office was during a busy week with short staff, which has given me the opportunity to work alongside the front office manager, observing some managerial tasks as well as front office personnel tasks. I have learned the most basic skills on their Oprah system, such as checking out and verifying or assigning key cards and was allowed to do these tasks without direct supervision. I have been trusted with the code from the leisure room, to sign in and give access to guests that wished to use that facility. In addition to this I have also welcomed in guests, showed people that came for different meetings to their conference room, and labelled the luggage of guests that have checked out and wanted to stroll through the city before leaving. I have also dealt with one of the guests that used the changing room after swimming with their grandchild, as she said that her grandchild placed one of her shoes in the locker to which she did not have the key. In this situation I had to communicate with the maintenance department as there was no key for that particular locker. However, after the maintenance team has forced the locker open, we found out that it was empty and located the guests’ shoe in one of the lockers underneath. In addition, I have been shown how to check for clean room on the system, as this is beneficial for when guests arrive for check in. Especially for guests’ early arrival, because if there are enough clean rooms, guests can be persuaded into becoming Accor members which gives them priority to early check in (All Accor Live Limitless, n.d.) and lures them into becoming repeated costumers (Shin et al. 2022, p. 22). After the wave of guests has settled down, I have observed the manager check reviews and reply to complains and emails. I have also been told that between the three Accor hotels at that location; Novotel, Ibis, and Ibis budget, the staff members which have been mentioned the most in good reviews, will be rewarded with something. For example, at the time of my placement they have been rewarded with entry tickets to an amusement park.



Thoughts and feelings
While it was very hectic during my time spent at the front office, I think it was a good experience and felt that my present there was appreciated. Although I was excited to learn hands on and enjoyed the responsibility and trust given to complete these basic tasks, it also felt like at the same time as a missed opportunity to learn more about how things are run behind the scenes. I also felt silly regarding the guests’ shoe that supposedly was locked, as I went with what the guest said and felt like I waisted maintenance time. In addition, I have mixed feelings about the rewards personnel get from being mentioned in reviews. While I think it is a great idea to motivate staff members to go above and beyond and offer exceptional services, it also feels unfair to the members in the different department (Keefe, 2010). 

The situation's positive and negative aspects
Being short-staffed is definitely negative because it puts greater strain on the remaining employees; yet it was an excellent opportunity for me to learn hands-on and was most likely allowed to do so because I was required. While the front office manager and visitors were pleased with my assistance and service, the guest shoe scenario was a poor practise because I took maintenance time when it was not really required. This meant that maintenance personnel had to later repair the lock that had been forced open, but this could be a good thing because the locker is now working and has keys. Another positive feature is that they are encouraging hotel employees to go above and beyond to provide great service; nevertheless, the manner adopted may not be appropriate for all staff members as some personnel do not encounter guests, meaning that having their name mentioned in a review is very unlikely, this can lead to those staff members becoming deterrent (Quarterly, 2023).

The cause of the occurrence and any potential related factors
The scenario regarding the guest shoe in the locker could have been prevented by collaborating with a locksmith company (Timpson security, 2023) or by having extra keys to all lockers and keeping track of which guest is using the locker to ensure the keys are being returned. 


Issues that might have been carried out differently         
The entire incident with the shoe in the locker could have been prevented if I had checked all of the open lockers, but I did not want to give the guest the appearance that I did not believe what they said (Heaton, Ford and Sturman, 2011) and had no reason not to believe her. As well as me not checking the other lockers, the reception team should have had a list of the lockers that were out of order which would have made the whole search quicker. 

Approaching similar situation in the future    
In the future when guests need assistance in similar situation, I will offer them a seat and maybe a cup of tea or coffee to make the waiting seem less short and more pleasant (Johnson, 2023). This way I can double check that what they said was right without them seeing and potentially being offended. Once I have determined that there is nothing else that I can do, I will contact the next person that can resolve the matter. This way the time of other member of staff is not being wasted.
Regarding the employee reward strategy, promoting equal treatment in recognition and incentives is critical because it fosters in employees a sense of justice, trust, and inclusion (Perkins and White, 2008). Employees who believe their efforts are acknowledged and adequately rewarded create a great work environment, raise morale, and improve general staff retention as well as engagement (Armstrong, 2019). I would send out peer recommendation for departments that do not interact with guests face to face but can impact on guests’ service. Then staff members can nominate a colleague and mention what the specific person has done to earn a reward. Finally, the employee with the most peer referrals in that department will be awarded.

Conclusion
In conclusion I have learned how to use the basics on their Oprah system and how to communicate between the departments within the three Accor hotels. I have used my skills to make guests feel welcomed and learned from my reflection that there is room for improvement when it comes to guest service. I have observed how reply to emails and reviews, and found out how staff members are being motivated, which I would change as it does not include all staff members which can divide the team and lead to disengagement in some employees. 
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