


[image: ]


BA International Hotel Management
BMIH6003
Managing Guest Service Operations
Assignment Title: Student Learning Log





Name of Student:Alexandra Craescu
Student ID: 2111926
Lecturer: Jessica Newport





Contents
Part 1: Weekly Progress Tracker	3
Week 1	3
Week 2	3
Week 3	4
Week 4	4
Week 5	4
Week 6	5
Part 2: Reflective learning log	6
Introduction	6
Section 1: Reflection on Experience and Personal Development	6
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	7
Section 3: Reflection on Organisational Issues	7
Conclusion and Action Plan	9
References	11









[bookmark: _Toc192081959]Part 1: Weekly Progress Tracker
In this placement I get 6 weeks in practical learning, where I discovered multiple new situations and tried to find my position. In working at the hotel, the customer's satisfaction is the vital goal, where I have learned different skills and experiences from those following weeks. In the below, I am trying to share my experiences of the week, progressing to finding how I developed and investigating my weaknesses. 
[bookmark: _Toc192081960]Week 1 
In this first week, I got introduced to the hotel and learned about their services. Being involved in this placement model, I get experience here about the practical working roles in the hotel. This helped me to know about the working, how I should perform, and what are the major roles I need to play (Hammond, 2015). As in a hotel, I acknowledged here about their different types of rooms, which included the luxurious room, the average rooms, the clubs and the convention hall. Moreover, the first week experiences I get addressed with the multi-tasking where I get knowledgeable about the department, including housekeeping, maintenance, event arrangement, and meeting arrangement. In this week, our supervisor has given us knowledge about the roles and tasks we need to perform. 
[bookmark: _Toc192081961]Week 2
Here in this second week, my working experiences were where I got roles in greeting the guests and assisting them. In this week I met with a large group of guests who were from different cultures and ethnicities, where I tried to give them accurate services. There I faced complexity in this week with booking issues and assisted issues (Jones and Ravishankar, 2021). As I was new here, so I couldn’t handle all the guest issues where I needed to take support from my senior. Moreover, here in this week I learned about a few interpersonal skills. It’s important to acknowledge the different cultures and situations where I may need to communicate with various guests. In ensuring their satisfaction, I need to have knowledge and flexibility to adapt according to their needs. 
[bookmark: _Toc192081962]Week 3
In week 3, I was assigned to the housekeeping department where I went through a protocol and was made aware of the guests' needs. Here I get knowledge about the room cleaning process, which is vital to ensuring the customer's satisfaction. There I have learned about the daily cleaning process and obtained information about the protocol that is being used in our hotel. Moreover, this has helped me to know which places are so important to clean and how to maintain the housekeeping. In our team, I have tried to inspire them to be more conscious about the hygiene, as guests gave most priority to the room condition and environment. Moreover, this period helped me to know about the digital equipment, which helped in increasing the productivity and managing guests' needs (Marzano, For and Thomson Gale, 2017). Here in the complication, I face challenges to proper cleanliness where I must try to be more conscious. 
[bookmark: _Toc192081963]Week 4
To ensure good services and customer satisfaction, maintenance is the most vital role where I get assigned in this week. Here I acknowledged the importance of maintaining familiarity with the accessories used in a room and the outdoor. In serving the customers, there are times when occurrences may happen, which might become the reason for dissatisfaction. There is a maintenance team at the hotel that needs to hire a few skilled staff who should have effective knowledge (Pont, 2015). Through this week of work, I experienced a few maintenance issues, which I repaired. Moreover, another important issue is to manage the inventory or equipment. In serving the customers accordingly, it is important to have all the equipment on time so we can provide the services within a short time. I experienced this through having quick responses on any issues, which may create a positive impression to the customers and help retain them in the provider. Moreover, this week also gave me learning about different technologies, which enhanced my knowledge and gave information on using those to manage accurately. 
[bookmark: _Toc192081964]Week 5
This week is important to me as here I get roles in managing the guests and arranging their events. As in every hotel business, events arrangement is a vital scope to gaining revenue, where I was assigned here to make communication with the guests and oversee their needs. In our hotel, different types of events get organized, including meetings, programs, reunions, weddings, parties or official programs, where different customers have different needs. In satisfying the customers and managing their wishes, here I feel the communication skills are most important. As if I didn’t interact with my guests and recognize their needs accordingly, so I can't satisfy them (Chandrasekaran, 2025). In this week, I got into travel as different customers required different service aspects to their occasions. In retaining the guests and creating positive images, events are most important as they get guests from outside and promote wellness to inspire them about the hotel. Moreover, as a supervisor, the customers expect good suggestions or creative planning to make their program more delightful and enjoyable. In working on this work, it helped me to find different cultures of people and knowing about their ethnic and foods. Moreover, this helped me in boosting my ability where I tried to interpret my idea and making a more innovative plan to satisfy them. 
[bookmark: _Toc192081965]Week 6
This is the final week where I get a presentation about the interpersonal skills, which are related to the working and can adopt different techniques. This week I have learned about different needs, where I evaluated myself and my capabilities to make better planning. In this profession, we have to take all the approaches and actions to the customer's customer-oriented. In meeting the customers' needs, here I became aware of the communication, where I learned about different skills and techniques for making effective interaction with the customers (Berger et al., 2014). Moreover, here I also get an understanding about the teamwork where I tried to combine with all and contribute my contribution toward ensuring the organisation's growth. In technical skills, here I gained knowledge about using the technology and found its usefulness in ensuring the customer's satisfaction. Again, different system and software to improve the services in my organisation, get familiar with this period. Here I feel complexity as having a lack of experiences and knowledge, where I feel the potential needs and the area to improve. 
[bookmark: _Toc192081966]Part 2: Reflective learning log
[bookmark: _Toc192081967]Introduction 
Ibis Birmingham New Street Hotel & Conference Centre is a renowned hotel which serves their customers through offering breakfast, dining, parking, Wi-Fi and a loyalty program. In this report, I am going to share my experience and reflect on those actions with proper accompaniment of a relevant model. Being employed in the hotel there, I need to manage multiple activities, including housekeeping, maintenance, leisure club, event arrangement, where I have to serve a large number of guests to satisfy them (Fook and Gardner, 2017). By placing here, I get the opportunity to explore many situations which gave me positive or negative learning to grow in my career. This. This report has been created to know about one's performance and reflect on those to make future improvements. By obtaining this report outcome, it will clearly show me the improving area and help in producing a better action plan. 
[bookmark: _Toc192081968]Section 1: Reflection on Experience and Personal Development 
Working as a supervisory position in multiple departments, it gave me learning opportunities where this helped in evaluating my interpersonal skills as well as the requirements to satisfy the guests. For example, in this period, I found most of the guests want a clean environment by ensuring full hygiene. So, in the housekeeping department, it’s important to clean the room and all inventory, which may give the customers positive vibes. To ensure good services here, I also need to make top-class services where I have to be aware of every accessory, furniture, and electric tool inside the room and outside (Daudelin and Seibert, 2019). The hotel must hire its maintenance team that gives the customers quick repairs and should have a policy to upgrade those accessories regularly. As in hotel hosting of events or meetings, as a vital role in revenue, and it also matters about the reputation. So, here I learned to make clear communication with the customers who need to assure their needs and make all arrangements. Over this period, I have experienced that I need practical skills as well as knowledge to manage all the functions (Brookfield, 2017). In the course of this working period, I realized I should have quick decision-making power and flexibility, which empowered me with the innovative idea and helped in improving the customer's experiences. Finally, this is crucial to having clear ability to manage all the communication with the customers, where we need to ensure their requirements and criteria to satisfy.
[bookmark: _Toc192081969]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
In satisfying the customers in the hotel requires an oriented behavior where I should have the ability to handle the customers with a warm approach. Through expressing my clear communication skills and professional skills, I may interact with customers and provide quick solutions. In work-based skills, teamwork is more important where I need to collaborate with my colleagues and contribute with them to help the organisation. Punctuality is another important subject where I have to manage all my activities in time and adopt flexibility to manage all kinds of situations (Kolb, 2014). For example, in responding to my guests' suffering, I need to communicate with them and take decisions to resolve. As technology has upgraded rapidly, so I should also be aware of the reservation system where I have to respond to my guests without any hassle. Moreover, in terms of technically knowledge, I require knowledge of setting protocols in every action such as housekeeping, dining, and safety (Bennett-Levy et al., 2015). Again, in ensuring the customer's safety and satisfaction, I also require to interpret good management and interact for continuous feedback. 
[bookmark: _Toc192081970]Section 3: Reflection on Organisational Issues 
In working over this placement period, I faced a multitude of issues where I tried to interpret my knowledge and ability to overcome. For example, in the middle of a night, a guest arrives in our hotel with a pre-reservation. But after he entered his room, he found the air conditioner was not working. So, if I relate this situation by Kolb’s learning cycle, here in concrete experience, I feel ashamed as the guest was too tired. So, I tried to communicate with the repair, but it wasn’t possible to bring them in this night (Maclean, 2016). In my reflective observation, I was trying to find an alternative solution where I arranged another room for him and requested to shift. But in my abstract conceptualization, I feel about this bad experience where I trying to find any idea to overcome this type of condition in future. And in active experimentation, I have planned to hire staff for further repairing, who can resolve issues at any time. Again, I feel multiple experiences like miscommunication with the guests. As we are serving food in an event, our waiter doesn’t respond to a German guest gesture. Where this makes a hesitating situation where Gibbs' reflective model has suggested knowing about the issues, where and taking future actions (Webb, 2012). Based on this experience, our hotel has inspired us to know about multilingualism and being aware of the different cultures. In overall experiences, I have obtained that it is important to be able to make clear communication with the staff and customers. To avoid any miscommunication and give the customers satisfaction, it’s important to make better services (Moon, 2013). Moreover, these experiences also give me the thought that I should be connected in my continuous learning, which will make me able to get more skills and manage more effective performances. 


[bookmark: _Toc192081971]Conclusion and Action Plan 
So, there the report can be closed by showing my clear reflection about this placement period where I found many experiences and learning which has given me more improving motivation. This overall experience has given me practical knowledge and skills to operate in different actions or departments. Here I have experienced how to interpret my interpersonal knowledge and implementing techniques to manage better results (Boud, Keogh and Walker, 2025). Again, there I am serving the guests, I have made an evaluation on my skills, which helped me to know about my ability and capacity. Moreover, this report has inspired me to improve my weaknesses and develop a great ability to work in any environment. In addition, having a good plan boosts the career up to be the best position of mine which in turns helps to lead the market at any cost. In growing my career and offering more satisfaction to my customers, the following action plan I will take to have better growth. 
	Action Plan

	Skills 
	Actions Impact 
	Resources 
	Timeline 

	Improving communication 
	Managing more clear interaction with guests in ensuring satisfaction. 
	Situation analysis
Professional learning
Verbal and non-verbal communication
	Within the next 6 months

	Technical integration 
	By interpreting better technology, it may increase my innovativeness and productivity. 
	Technical awareness
Digital platform
Online courses
Technology information 
	Within the next 8 months 

	Leadership 
	Better managing in the department and playing a role in the organisation's growth. 
	Taking risks
Quick decision
Follow influencers 
Past experiences 
	Within the next 1 year. 

	Team collaboration 
	Collaboratively contributing my skills and helped in the organisation growth. 
	Team bonding
Expressing idea
Innovations 
	Within the next 8 months.
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