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LEVEL 4 – Student Journal 

You are required to complete a journal entry to capture the learning experience and knowledge you have acquiring during a particular lecture.  You may choose from the following topics:
· Sustainability within the hotel industry
· Health & Wellbeing – the emerging trend within hotels.
· Housekeeping – the backbone of a hotel operation.

Consider the appropriate lectures. What was the topic and what have you learnt? Provide a brief summary. What new skills / knowledge have you acquired? How will you apply your knowledge in the future? What are your personal reflections? 
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According to WHO, health and wellbeing is a “state of complete physical, mental and social well-being and not merely the absence of decease or infirmity”.

This is especially true as we have just come out of one of the longest running pandemics of our time and the leisure and tourism industry has certainly the felt the impacts of this ongoing uncertain times.

Hoteliers have struggled massively during this long standing, never ending pandemic and have had to deal with almost a year of guest cancellations, empty hotels and a uncertain future. The very notion of having to self-quarantine and remain safe has made it incredibly difficult for the average family to wonder what a normal holiday or hotel experience would feel like. Wondering whether the hotel is clean, safe, accessible and COVID safe.

However, as we slowly come out of the pandemic, with the loosening of most restrictions, hoteliers still understand the reluctance of guests returning with friends and families to what was once a social gathering for most. This has provided the hotel industry with quite a challenge but also equally an opportunity to place hospitality and guest services at the very heart of what they do, providing guests with the peace of mind that they are their loved one will be safe whilst staying at a hotel whilst on holidays.
This is why, Hoteliers have now started to focus more deeply on their approach to providing more safer, more accessible, authentic and bespoke service to guests, to help encourage and reassure them that hotels can still exist as a place of social gathering, quality time for your self and your health and wellbeing.


Hotels like the Hyatt Regency now provide a hospitality suite, which means that if you are looking for a place to just relax and unwind, you can have access to services that will help you do this like health and spas centres, quality beds for those visiting with guests, including shared meals, game of cards, etc.

Hilton hotel are always looking at ways to provide comfort with luxury whilst also being able to deliver services you need, the amenities you expect, and the extras you deserve.
Hilton offer a range of services, catering to different types of guests including equipment for business guests, family packages including cribs and high chairs for family guests and the very simplest of things like baggage storage, concierge desk and a safety deposit box for those important nit bits.

Coupled with this, there are also other things that hoteliers are doing and this includes:
· Providing flexible booking policies
· Cleanliness and hygiene
· Contactless check-in, room entry, room services, etc.
· Local health facilities.

Having said this, being able to provide a more bespoke and personalised hotel experience may not be enough. Hoteliers also need to be able to provide a more efficient and reliable service. This means being able to provide up to date and reliable technology, including Wi-Fi, streaming services, etc. This means that team members working at hotels need to be tech savvy in case something goes wrong.

Providing cleaner environments where guests convene the most, especially crowded places. This means that extra staff is hired to ensure that hygene is maintained at the highest level.

Even when all restrictions have been relaxed, guests will still be afraid to travel with their families and stay at hotels but with the with the right focus on being able to provide excellent guest services will mean for hotels and guests:
· Peace of mind for all
· Flexibility for guests and hotels to maximise and differentiate customer experience
· Accessibility for guests
· Loyalty for guests and good retention levels for the hotel.
So, the next question is; Are hoteliers doing these things authentically, with personalisation and with a unique approach?

Well, let’s take a look; Hyatt’s Regency have a huge reputation to being able to provide a more authentic guest experience and having such services like the Hospitality Suite means that they continue to provide a more bespoke experience with a touch of personalization.

Research also suggests that most hoteliers are providing a more bespoke and personalised service especially post COVID-19 pandemic. Most hotels are also trying to now provide more personalised services due to the pandemic and to ensure that they are able to cater for every kind of guest/s.

In conclusion, hoteliers have had to push the envelope further in making sure that they provide a more personalised, flexible and more accessible service to ensure they maintain their positions in continuing to provide  exceptional, safe and convenient experiences for their guests.
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