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Executive Summary
This executive summary has rendered overall perspective of a student’s internship experience at the Hotel Marriott Cardiff, emphasising on their growth in managing guest service operations. The report has emphasised on the value of basic work-based skills and the knowledge achieved due to specialities such hotel housekeeping, management and operations and front desk management. The student has used Kolb’s Reflective Model to reflect on the overall experience in the placement development programme at Hotel Marriott Cardiff. The study has highlighted the value of effective problem-solving, communication and teamwork. Additionally, it has discussed certain issues of housekeeping and offered possible solutions for tackling these issues.
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Managing guest service operations mainly entails keeping an eye on all facets of visitor interactions and experiences inside a hospitality setting. This includes overseeing front desk operations, reservations and guest enquiries as well as assuring effective service delivery (Bardi, 2010). It calls for skilful problem-solving attention to detail, efficient communication and the capacity to cater to a variety of guest demands while upholding high levels of satisfaction during their stay. The present document serves as a learning log that consists of my placement development record at Hotel Marriott Cardiff. 
According to Tewan (2009), during my placement I was able to develop a vital understanding of the significance of work-based core skills by effectively shadowing a supervisory position across Guest Service Operations, including Reception/Front Office, Housekeeping, Meetings & Events, and Leisure Club. Through the utilisation of this learning log, I can assess the learning experience of mine and evaluate the progress made in areas such as hotel housekeeping, management and operations, hotel front office management, and managing guest services during the duration of my placement. Individuals can examine their personal encounters using Kolb’s Reflective Model in order to gain a deeper understanding in their learning experience (Murphy, 2007). 
[bookmark: _Toc137343127]2. Overview of the Overall Placement
A reputable hotel called The Marriott Cardiff is situated in the centre of Cardiff, Wales. Due to its excellent location, it draws both business and leisure travellers looking for convenience, comfort, and top-notch service. The hotel provides a variety of amenities and services to meet the various demands of its visitors. The Marriott Cardiff offers lodging that is distinguished by contemporary and fashionable rooms that are furnished with all the necessary conveniences for a comfortable stay (Marriott, 2023). A restaurant serving excellent food, a lively bar for unwinding and 24-hour room service are just a few of the hotel’s eating options. The Marriott Cardiff offers business travellers well-equipped meeting rooms and event venues, as well as expert event planning and culinary services. 
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Figure 1: The Marriott Cardiff, UK
(Source: Marriott, 2023)
[bookmark: _Toc137343128]3. KOLBS Reflection Model
[image: Reflective model according to Kolb]
Figure 2: Kolb’s reflective cycle
(Source: Kolb, 1984)
[bookmark: _Toc137343129]3.1 Concrete Experience
Throughout my internship at Hotel Marriott Cardiff, I acquired significant vocational growth through my experience working in a professional hospitality environment. I was afforded the chance to engage in both observational and participatory capacities across multiple departments, including but not limited to reception, housekeeping, food and beverage, and events. In a hotel management programme, the effectiveness of a front desk manager is essential since they manage operations, oversee guest services, and make sure the front desk runs well (Fallon and Rutherford, 2010). 
Moreover, I acquired useful learning experiences in a variety of sectors during my hotel internship, including housekeeping and front desk management. I gained expertise in maintaining cleanliness, organising rooms and assuring client happiness while working in the housekeeping. These encounters gave me a newfound understanding of fundamental principles of hospitality management like the significance of providing excellent customer service, preserving operational effectiveness and sustaining strict standards of cleanliness. I also realised how important teamwork, clear communication and problem-solving are to provide visitors with a positive experience. 
[bookmark: _Toc137343130]3.2 Reflective Observation
My professional experience at Hotel Marriott Cardiff not only augmented my occupational competencies but also fostered my individual maturation and self-improvement. Maintaining a learning log has allowed me to reflect on my experiences as well as observations as a manager of guest service in the hospitality industry. It has emphasised the significance of good problem-solving skills, communication and teamwork to deliver great client service. Through the process of observing seasoned hotel personnel, I came to recognise the importance of anticipating the needs of guests and taking proactive measures to address them. Furthermore, I had the opportunity to witness their adeptness in maintaining a constructive demeanour and effectively managing challenging circumstances, which served as a source of motivation for me to enhance my own aptitude for resolving problems. 
During my training in guest service operation among various services, I gained the knowledge of housekeeping service as well, however the management failed to provide any real life experience regarding the service. As, inadequate cleaning and upkeep of gusset rooms by students may lead to unsatisfactory experiences for the clients. Additionally, it can harm the establishment’s reputation and limits the chances for students like us to find employment. As employers respect interns who can maintain a clean and organised atmosphere and if we do not live up to these expectations during our internships, it may negatively impact our prospects of finding suitable positions in any organisation. 
[bookmark: _Toc137343131]3.3 Abstract Conceptualisation
Housekeeping challenges must be handled efficiently for interns to have a favourable effect on our chances of getting hired. The first priority for the management should be rapid response and resolution of any housekeeping issues brought up by us. Regular inspections, transparent channels of communication and efficient feedback mechanisms can all aid in quickly identifying and resolving issues (Casado, 2012).  
During my placement to handle this issue I had to hone my communication and problem solving skills. Firstly, I had to report properly to my manager or supervisor about the issue I was facing, with full details. I could also provide potential solutions regarding the issue. I should have taken the initiative to solace the problems, which demonstrates my accountability and commitment. I could be involved in various training programmes to broaden my knowledge in housekeeping operations. Through these strategies I could make a good impression on potential employers, which automatically increases my chances of being hired by a respected hospitality company. 
Additionally, I gained knowledge of the fundamental ideas and tactics of this issue that fuel a hotel’s success via talks with my executives and co-workers. The aforementioned concepts have expanded my comprehension of the hospitality sector and its diverse constituents. Frequent feedback sessions with my supervisor and peers afforded me with invaluable perspectives on my performance. Receiving constructive criticism enabled me to pinpoint specific areas that required improvement, while positive feedback served as a source of motivation to persist in my diligent efforts.
[bookmark: _Toc137343132]3.4 Active Experimentation
In order to apply my recently acquired knowledge, I conducted research for strategies to expand my responsibilities and enhance my influence within the team. As aforementioned strategies I was involved in various training programmes to handle that particular issue and other issues which could arise in any management of a training practice. However, it could not work properly in my case, as the training programme was hampering my professional career. As per the opinion of Vallen and Vallen, Jerome (2014), during my placement as managing guest operation, my responsibilities included conducting room inspections, assisting in event coordination, and devising strategies to enhance customer satisfaction. 
These opportunities enabled me to apply my academic knowledge and refine my professional skills. My professional experiences have significantly expanded my perspectives by exposing me to diverse individuals and their varied thought processes. I engaged in discussions with colleagues across diverse disciplines, thereby broadening my outlook beyond the confines of formal education.
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	Objectives
	Specific
	Measurable
	Achievable
	Relevant 
	Time Bound

	Application of knowledge
	Staying updated in market development
	Participating in two or more annual industry seminars or conferences.
	Attending at least two seminars
	Making time every day for reading and learning.
	1 year

	Self- management and Development
	Seeking opportunities to put marketing, marketing strategy, and digital marketing techniques into practice.
	Choosing and executing at least one new technique during the learning.
	Identifying achievements and areas for development
	Utilising tools for self-evaluation and getting input from superiors and peers.
	6 months

	Communication
	Improving written and spoken communication skill.
	Joining in courses and workshops for these skills.
	Receiving positive feedbacks
	Practising effective written and verbal communication
	3 months



I am convinced that by carrying out this action plan, I will further improve my academic knowledge, interpersonal abilities, and professional competence. To ensure continued growth and development in the hotel management industry, I will continually assess my progress and make adjustments as necessary.
[bookmark: _Toc137343134]5. Conclusion
The student’s internship at the Marriott Hotel Cardiff gave individuals useful training in hotel administration, particularly in the areas of housekeeping, front desk operations, and guest services. The student underwent a systematic review of their experiences, observations, conceptualizations, and experiments through the use of Kolb’s Reflective Model, which resulted in substantial academic, professional, and personal growth. The student understood the value of efficient training programmes, effective communication, and open lines of contact in resolving management-related issues encountered during the placement. 
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