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The learning log will present my leaning experience within the guest service operations in the front desk department of Maldron Hotel Newcastle. The log will shed light on the analysis of work-based skills and technical knowledge related to the Placement. In particular, the reflection on experience will discuss with the reference of Schon's model of reflection. 
[bookmark: _Toc158807061]Section 1: Reflection on Experience and Personal Development
While performing the job of supervisory position in the front desk department of Maldron Hotel Newcastle, I have learned different things related to arrival of guests and how to serve guests. My key role was to manage the standards of guest service, for which I think communication is the key skill (QuinoA-Pineiro et al., 2022). Communication turned out to be one of the key components in the accomplishment of my goals and organization of activities during my training mission; intentionality and attention to details are essential to make things flow (Beard and Thomson, 2021). This helped me discover a new point of view that learning effective communication skills is an essential part of my job, therefore I must be able to explain even the simplest information in ways the people understand, which also make them happier. Over the period my university program covered courses on real customer services, I came to comprehend how significant it is to understand the point of work well which subsequently contributes to the success of the business. Working at this position helped me to understand the importance of task management skills. As, during the management of different areas, I had to engage with different tasks which taught me how to manage each task timely and satisfy guests as well. Moreover, I also learned about the importance of technology, for example, I learned in school how important it is to use technology to make guest service more efficient and easier to do. Every day, I looked for ways to add new ideas to my tasks, which had a positive effect on how well my team did and how much the guests enjoyed themselves. I was also able to predict what people would want and solve any problems that came up during my watching experience because I had experience in business before, which helped me understand how to perform hosting services effectively (Shava and Heystek, 2021). By using what I had learned in university and what I had learned on the job, I was able to get past problems and make a positive difference in the quest for excellent guest service.
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I have learned that it is important to have the right mix of technical knowledge and people skills in order to give great customer service. One of the most basic job skills that is necessary to give people the level of service they expect is the ability to communicate clearly (Mehmood, 2021). During the placement, I saw directly how the ability of team to talk to each other in a clear and concise way made it possible for them to work together. For example, the great communication skills of team made it easy for guests to find a seat when sitting plans changed at the last minute. As a manager, I know how important it is to keep lines of communication open between workers so that I can always provide great customer service (Ellitan, 2020). One of the most important job skills that affects how happy guests are is giving close attention to the little things. Every little thing, like how carefully the tables are set up or how on time the food is delivered, shapes the impression that people will have of the hotel. Like, at one business dinner, I focused on how carefully the name cards and table flowers were put which was a nice touch that everyone liked (Purwanto et al., 2023). Also, because guest service operations are always changing, the ability to change was an important work-based skill. During my training, I saw personally how important it was to be able to adapt to new situations in order to solve problems and keep up a high level of service.
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During the time, when I was managed the front desk department at the Maldron Hotel in Newcastle, I faced organizational issues that affected the level of service we gave the guests and the overall efficiency of the department. It is especially hard to deal with changes to plans and details made at the last minute (Ackerman et al., 2021). For example, changes made at the last minute that messed up the planned process often caused stress and confusion among staff members. Also, clients were less satisfied and left less positive feedback when the quality of service dropped because of these changes. These delays did a lot of damage to the image of hotel for running perfectly and providing great customer service. Last-minute changes that cause delays, mistakes, or not enough setting make guests less happy, which could make them less likely to return or tell others about the hotel (D’Auria and De Smet, 2020). It was hard to keep processes efficient, productive, and cost-effective because of the problem of making changes at the last minute. There are a number of reasonable ways to make this right. For example, it is important to set up a reliable way to talk to everyone so that any changes or updates can be shared quickly. The concept of Lewin's Change Management Model, can help to deal with changes and get everyone in the department to be more open to new ideas (Cone and Unni, 2020). I believe the team will be better prepared to deal with problems if hotel involve them in the change process, give them enough training and support, and push them to be tough.
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To improve the communication, teamwork, job management, personal skills, and guest service, it is important to plan for the future. For improving my speaking skills, it is necessary to give great service to people (Mobolade and Akinade, 2021). To reach this goal, I will improve my writing and speaking skills by going to classes and lectures on the subject. I will also make it a point to think about feedback from bosses and coworkers so that I can deal with problems and situations that may arise, by coming up with answers. Also, to get people to work together better, I want to lead activities that build teams and push for easier ways for team members to talk to each other. I will group my tasks by how important and how quickly they need to be done using time blocks and to-do lists. I will also make sure that everyone on the team has a chance to shine by making sure that everyone has a fair amount of work to do (El-Tabal, 2020). Personal traits like being able to change and solve problems are very important in the hotel industry, which is always changing (Bakker and de Vries, 2021). Finding tough situations and taking part in cross-functional projects will help me get even better at these skills. I will get better at predicting and meeting the different needs of guests by being open to problems and learning from them. 
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Conclusively, my time at the Maldron Hotel Newcastle taught me a lot about what works and what does not in terms of customer service. My main goal is to provide excellent guest service. I plan to achieve this by improving my communication skills, encouraging teamwork, making good systems for handling tasks, and consistently polishing both my personal and professional skills. I have learned that by working hard at my job and wanting to learn new things and move up in my career, I can keep the reputation of Maldron Hotel Newcastle high and make a big difference in the success of the front desk department.
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