I confirm that I have not used any AI tools in the research and creation of this assignment.
I confirm that I have not presented any AI-generated materials as my work.
I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.



Student learning log
BMIH6003









Student name: Ana-Maria Savulescu
Student ID:  2208665
Module name: Managing Guest Services Operations BMIH6003
Lecturer name: Giulia Chifari







Table of Contents
Introduction	3
Section 1: Reflection on Experience and Personal Development	4
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	5
Section 3: Reflection on Organisational Issues	6
Conclusion and Action Plan	7
References………………………………………………………………………………10




















[bookmark: _Toc189839532][bookmark: _Toc191552988]Introduction 
In this report, the experience acquired while shadowing a supervisor in the Ibis Hotel will be reflected based on the ERA reflective model. Bassot (2024) said reflection helps to become an expert from a novice. According to the customer reviews, the guest service at Ibis Hotels is rated at 3.5 on average. The Ibis Hotels Northampton concentrates on excellent guest service to offer quality and comfort. Free Wi-Fi, restaurants, fitness clubs, entertainment and a shopping complex are some of the guest services of Ibis Hotels (Accor, 2025). 
Learning Objectives:
· To strengthen customer service skills to offer exceptional guest service catering to their needs and expectations. 
· To demonstrate a strong understanding of work-based skills and technical knowledge to excel in housekeeping operations. 
· To identify the challenges and then suggest innovative solutions for operational excellence. 
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Experience
Shadowing a housekeeping supervisor was an eye-opening experience that significantly deepened my understanding of the hospitality industry. As I always wanted to pursue my career in the housekeeping department, the shadowing experience has been immensely valuable as it helped me to realise the widespread roles of the department. The shadowing experience helped me realise the role of the housekeeping department extends far beyond just ensuring that rooms are kept clean. Such an instance helped me to identify the invaluable role of technical competency and work-based skills in anticipating potential guest requests. In a real-world setting, based on the experience, I understood that teamwork, communication, time management, problem-solving, and technical skills are of immense importance. According to Fahmi & Ali (2022), communication refers to exchanging or transferring messages in the form of information, data, ideas, feelings, or facts. Acquiring all these skills will help me in the future to resolve any issues promptly and ensure smooth operations even under pressure thus helping to bolster the guest experience. 
My previous work in customer service, though in a different industry, provided a solid foundation in communication and interpersonal skills. This, coupled with academic journey and placement, guided me towards personal and vocational development by encouraging me to develop emotional intelligence, soft skills, personal skills and task management. As per Gómez-Leal et al. (2021), emotional intelligence is considered to be the key towards effective leadership along with the most commonly used competencies or skills. I believe these past experiences will help me in offering exceptional guest service in the future. Moreover, the shadowing experience has also helped me realise the connection between my understanding of these skills in practice and my personal or vocational development. It has also helped me to observe the meticulous approach of my supervisor in anticipating guest needs and inspecting rooms within the constantly evolving hospitality industry. I believe the shadowing experience will undoubtedly shape my future career by helping me to remain competitive and deliver exceptional guest service or cater to exceeding expectations. 
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Reflection 
My shadowing experience provided a stark realisation of just how crucial work-based skills and technical knowledge are for exceeding guest expectations. During the experience, I observed the in-depth technical knowledge of the supervisor related to cleaning techniques or procedures. Technical skills in the current landscape vary across industries which help to perform or accomplish job-specific tasks (Marr, 2024). In various business operations, technical skills also help in the smooth running of the operations helping it to grow. Moreover, technical knowledge also helped him in maintaining an inventory of the housekeeping supplies and amenities and cleaning equipment or products. The experience also helped me explore the importance of work-based skills such as communication, teamwork, time management, and problem-solving. As determined by Aeon et al. (2021), time management refers to the form of decision-making which is generally used by people to protect, structure, or adapt their time based on dynamic conditions. At work, it also helps in enhancing well-being and job performance. I could explore the skills from an unexpected situation in the hotel setting. While the supervisor was responsible for managing the cleaning of several hotel rooms in a very busy day, she divided the tasks among some of her subordinates for timely task completion. 
However, a communication gap among the members and hurrying at the end left one of the rooms uncleaned, which, when availed by a guest, led to chaos, conflicts, and frustration not only with the client but also with the team. As illustrated by Pereira et al. (2021), in the business world, problem-solving skills play a critical role in helping to manage the complex problems encountered. Such a situation led to realise the benefits of these work-based skills and exploring how effective problem-solving abilities in a crisis will help to brainstorm solutions for quick recovery. 
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Reflection 
While I observed many instances of excellent guest service, one situation stood out as a learning opportunity. In terms of guest service, the situation helped me realise how minor issues impact the overall operations. For instance, both the guest and staff were frustrated due to the ineffective teamwork and communication, leading to inappropriate housekeeping services in the hotel. Effective communication skills play a crucial role in encouraging to building of healthy relations in both professional and personal domains (Patel, 2024). This negatively impacted the performance of the department, resulting in declined efficiency, reduced team morale, and a negative work environment urging the need for increased supervision. A teamwork culture helps in empowering people, treating them like they are, and valuing them which, in turn, will help to harness their power to perform much better (Collis, 2024). In terms of guest service, it led to a loss of trust, poor guest experience, and higher compensation costs. Overall operations of the hotel were affected by the incident as it resulted in financial loss, reputation damage, operational delays, and reduced market positioning. 
As per Getchell et al. (2023), Shannon Weaver’s communication model, including various stages, helps to understand communication between the receiver and sender. It refers to a linear model of communication wherein a message transfers directly to the receiver or destination from the source through the transmitter and a channel in between. Based on this theory, for effective task completion without confusion, implementing a clear communication system will be beneficial. Belbin’s team role theory outlines the nine Belbin team roles which fuel team progress. The theory also proposes that the behavioural types of people that engage are infinite which contributes meaningfully towards team performance for success (Belbin & Brown, 2022). Aligning with the theory, fostering a collaborative environment where team members feel comfortable will help in ensuring timely completion of tasks unitedly.  
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Therefore, my shadowing experience provided invaluable insights into the hospitality industry, particularly the crucial role of housekeeping in guest service. Referring to the challenges faced, the shadowing experience has helped to hone a deeper understanding of technical and work-based skills such as communication, teamwork, time management, and others. Moreover, I believe it has also significantly shaped my personal and vocational development as it has solidified my understanding of the industry's demands for excellent guest service and success. Finally, acquiring a broader overview of the skills has also empowered me to strive for future success while opting for a job role in the housekeeping department in the hospitality industry.
Thus, it can be concluded that the shadowing experience at Ibis Hotel Northampton provided invaluable insights into the hospitality industry. It has helped me to gather a detailed overview of the range of skills required to deliver exceptional guest service and overcome issues proactively. Referring to Belbin’s theory and the Shannon-Weaver communication model has also helped me to suggest the most appropriate solutions to overcome such issues in the future and ensure more efficient operations in the future based on effective communication and teamwork abilities.

Action plan
	Specific 
	Measurable
	Achievable
	Relevant
	Time Bound 

	To develop problem-solving ability
	· Keeping a log of issues faced and solutions applied
· Reviewing success rates.
· Gathering feedback from colleagues and supervisors on effectiveness.
	· Applying structured problem-solving methods
	· Critical for handling crises efficiently in housekeeping operations.
· Enables quick recovery from operational mishaps.  
	3 months 

	To practice communication skills 
	· Tracking participation in team discussions and noting improvements in clarity and understanding
· Tracking improvement through peer and supervisor feedback.
	· Engaging in daily team briefings 
· Using clear, structured messages to avoid miscommunication.
	· Improves service delivery and operational efficiency.
· Effective communication reduces errors and improves guest satisfaction.
	2 months 

	To strengthen time management competencies
	· Using a task checklist and tracking completion time for daily assigned rooms.
· Evaluating improvements through weekly supervisor reviews.
	· Breaking down large tasks into more manageable ones. 
· Exploring different time management apps and tools.
	· Improved time management ensures timely room readiness and better workflow.
· Enhances productivity and reduces room turnaround delays.

	4 months 

	To enhance teamwork abilities 
	· Monitoring teamwork effectiveness through supervisor assessments and peer feedback.
· Evaluating effectiveness through guest satisfaction feedback.
	· Actively participating in team discussions
· Joining group activities or volunteering for team-based projects.
	· Improves coordination and ensures a seamless guest experience.
· Strengthens workplace relationships, leading to smoother operations. 
	2 months 
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