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Reflective Learning Log – Managing Guest Service Operations
Working at any part of a hotel is critical in translating learned knowledge into actionable steps and applied understanding. In this respect, my experience of hands-on guest service operations is ongoing at Novotel Hotel Southampton and Ibis Hotel, UK, where I have been immersed in the Housekeeping and Meetings & Events departments, mainly catering to these hotels recreation and leisure activities every day. The main aim of the attachment has been to enhance supervisory capabilities and acquire technical knowledge while creating an association between theoretical learning and practical use of the knowledge gained in the classroom. My duties in the placement entail following the department supervisors, actively being part of service delivery, solving problems on-site, and contributing significantly to personal and professional development. This reflection is structured using Gibbs' Reflective Cycle (1988), a standard model that critically analyses experience critically analyses experience through 6 stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This reflective mechanism sets itself toward a more profound understanding of the challenges and triumphs encountered during my placement while noting improvements that can be made and future professional development avenues.
Reflection on Experience and Personal Development  
[bookmark: _GoBack]One of the most amazing segments of my training has been in the Housekeeping Department, where I have spent most of my hours following a supervisor responsible for assignments, quality inspections, and guest requests. This department requires a lot of attention to detail, time management, and a high level of effective communication, with even one tiny detail missed, negating the guests' otherwise excellent stay. I felt the work was overwhelming at the beginning of this placement period, especially during peak checking-in and out hours. However, with the guidance of my supervisor, I have learned how to prioritise tasks efficiently and coordinate effectively with room attendants. I have noticed that technology, especially Property Management Systems (PMS), makes housekeeping easier with real-time room status updates. According to Casado (2012), a very efficient housekeeping system is vital for guest satisfaction since cleanliness and room readiness are two of the hotel guests' priorities. The best skill I have learned here is problem-handling with regard to guest complaints about room conditions. Shadowing my supervisor, I have learned how to deal professionally with such issues, offer service recovery options, and uphold guest trust, which are skills essential for any supervisor in hospitality.
Another great learning opportunity has been in the Meetings & Events Department, where I have prepared venues for a meeting, taking into account client requests and the involvement of the catering team. The pressure is immense in this department, as we sometimes encounter clients changing the provisions at the last minute, and one has to adapt appropriately to ensure that the quality of service is top-notch. In one particular event, there was an unexpected surge in guest numbers, prompting fast action to change a set of rooms. Navigating this crucial bottleneck evidenced the essentiality of teamwork and proactive problem-solving in making such events successful, reflecting Johnston et al. (2012) elucidation of the importance of operational flexibility in managing service expectations. It also emphasised the need for clear communication between departments, as a minor miscommunication concerning room layout or food service could mean a disastrous guest experience (Rahimi 2017). My supervisor displayed an excellent combination of effective delegation and conflict resolution that kept the team focused but also pointed out the need for good leadership to manage such pressure. It taught me adaptability and the confidence to handle real-time guest service issues.
In-depth review of Work-Based Skills and Technical Knowledge 
My placement experiences have highlighted how critical work-based skills and technical knowledge can be brought to the fore to manage guest service expectations. One of the most valued skills I learned was communication, and in housekeeping, clear communication between attendants and supervisors ensured that rooms were prepared to standard and within designated timeframes (Azzahra & Asshofi, 2024). In the meetings & events department, it has been necessary for event coordinators, catering teams, and front office staff to communicate well to ensure that guest requirements are met. Bardi (2010) stresses that effective communication makes the hotel operation more efficient, and guests' satisfaction increases due to fewer misunderstandings and service delays. It has been observed that poor communication from the front desk to housekeeping leads to confusion about room readiness, and guests end up waiting for their rooms, resulting in dissatisfaction. This highlights Ip’s (2011) elucidation of the greater imperative of having streamlined communication channels, such as radio devices and PMS notifications, to cut down and improve operational delays. 
Another key aspect of what I learned entails technical knowledge with regard to Property Management Systems (PMS) and event management software. I have spent some time in housekeeping, where I have seen the PMS real-time update of room statuses, the head of the front desk, and managed the operation of assigning rooms effectively. Vallen and Vallen (2014) add that integration in PMS between the housekeeping front office departments is essential to streamline operations. I was introduced to the Banquet Event Order (BEO) software, which- through taking on the event specifications- ensures that departments involved fully receive their part of the execution. Mastering these systems has made me realise their importance in guest servicing operations, especially in terms of effectiveness and reduction of errors. These include learning from health and safety protocols on risk assessments and food safety regulations, thus underlining hotel management legal and ethical obligations per QAA (2018). These insights have deepened my understanding of how work-based skills and technical expertise echo with retaining seamless, high-quality guest experiences.
Reflection on Organisational Issues 
Earlier in this placement, I encountered a major guest service problem where all my learning came crashing down and tested my ability to apply problem-solving skills in a life-scale situation. A corporate guest booked a conference room for his corporate event, but the room was booked for two events simultaneously due to an internal scheduling mistake. He looked disheartened, as his setup had been delayed, and guests were waiting without any response on what went wrong with the delay. The experience carried adverse repercussions such as a negative implication for the guest and potential harm to the hotel because negative word of mouth or online reviews may cost the hotel future business. This scenario is addressed by Hagg (2013), who states that effective management in guest service must involve proactive issue resolution and damage control to minimise long-term repercussions. My manager wasted no time taking over things with a complimentary upgrade to a bigger meeting room with complimentary refreshments as goodwill. On this point, I understood that quick, smart compensations as service recovery techniques can change a bad experience into a good one. 
From an operational perspective, this incident exposes the missing links within internal coordination and resource management. Johnston et al. (2012) highlight service operations being challenged by aligning interdepartmental processes to prevent service failures. On this occasion, event planning had not updated the PMS and therefore failed to convey the information between the front office, reservations, and meetings & events staff. This learning endorsed the importance of standard operating procedures (SOPs) in preventing the same from happening again (Mercan et al., 2021). In future operations, I suggested double-checking event bookings, meaning a two-way confirmation, reservation, and event digest would be mandatory 24 hours before the event starts. My supervisor received this feedback in acknowledgement, denoting that workplace learning is about observation and contribution to improving activities. 
Conclusion and Action Plan  
Analysing my placement, it is evident that my understanding of guest operation service has expanded considerably concerning supervisory roles, problem-solving, and combining technical knowledge with practical skills. Experiencing it hands-on, I have witnessed how communication, leadership, and adaptability are among the significant aspects that ensure operational efficiency and, even more importantly, guest satisfaction. My first-hand experience of housekeeping, meetings & events, and service recovery strategies gives me a stronger foundation for hospitality management, which aligns with industry literature that practical learning is one of the key ways to developing managerial competencies. Gibbs' Reflective Cycle has also helped me to scrutinise my experiences and areas of imperfection and make plans for future scale growth.  
As we advance, I aim to add value to the skills gained during placement by building further on my already enhanced Property Management Systems (PMS) skills through further training and certification. I will also develop my leadership and decision-making skills through workshops on conflict resolution and team management. Moreover, I will include more cases of guest service failures and successful recovery strategies to help improve my problem-solving ability. 
This placement has been a life-changing experience that has reaffirmed my passion for hospitality and provided me with the practical skills, knowledge, and confidence to thrive in a career in hotel management. In my onward journey into the profession, I am determined to employ reflective learning methods further to assess my development toward adapting to the dynamic demands of the hospitality industry.
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