

BMIH6003
Managing Guest Service Operations

Assessment Component 1

Learning Log


Student name: Daniel Fieraru
Student ID:2232199
Lecture name: Jessica Newport



Table of Contents
Introduction	2
Section 1: Role Reflection	3
Role Overview	3
Key Skills for Supervisors/Managers	3
Real-Life Examples	4
Self-Reflection using Gibbs model	4
Action Plan	4
Section2: Management Performance & Guest Service Analysis	5
1. Management Styles and Staff Motivation	5
2. Health & Safety Compliance	5
3. Culture & Teamwork	5
4.Marketing & Guest Experience	6
Section 3: Guest Service Improvement Plan	6
1. Identification of Key Issue	6
2. Justification of the Issue's Significance	6
3. Three-Step Improvement Plan	6
Conclusion	7
References	8




[bookmark: _Toc200581096]Introduction
Guest services is the face of hospitality businesses and the first point of contact for guests. Some common responsibilities of guest services include: Greeting and welcoming guests. The way our manager assigned us tasks made sure we could get through the hectic week without any issues. Ashford International Hotel & Spa used a mix of transactional and democratic management approaches. Managers solicited feedback from employees. I have seen that this hotel culture significantly boosts employee productivity during hectic schedules. I also seen what occurs when incompetence is displayed. When I worked in the service operation department, a misunderstanding resulted in a service delay.
[image: C:\Users\FB PC\Desktop\466732911.jpg]
Figure: Ashford International Hotel & Spa (Wood., 2013).



[bookmark: _Toc200581097]Section 1: Role Reflection
[bookmark: _Toc200581098]Role Overview 
I worked at Ashford International Hotel & Spa from 02/05 to 10/07. I assisted with managing guests in the Food and Beverage department. My duty was to ensure that guests could enjoy a great dining experience. In the service operation department, I was tasked with housekeeping and maintaining leisure facilities. I worked at the front desk for the hotel management department.
[bookmark: _Toc200581099]Key Skills for Supervisors/Managers
Leadership and Delegation: People in leadership positions such as managers and supervisors must learn how to lead a team and when to delegate tasks to avoid micromanaging (ASET., 2017).
[image: 1691954791036]
Figure: Leadership skills (Wood., 2013).
Communication and Teamwork: Communication among team members is essential for success. I learned the importance of teamwork from my personal experience. Teamwork increased the efficiency of our work. 
Problem-Solving and Decision-Making: A leader must be able to solve the problems that arise and use decision-making skills to make crucial decisions (Bardi., 2010).
[bookmark: _Toc200581100]Real-Life Examples
Examples 1- One of the examples I can remember while working at Ashford International Hotel & Spa is when we had a busy week in the Food and Beverage department. Our manager distributed our responsibilities in a way that ensured we were able to overcome the busy week without a problem.
Examples 2- Unlike the previous example, I also experienced what happens when a lack of skill is demonstrated. A miscommunication caused delay in service when I was in service operation department. 
[bookmark: _Toc200581101]Self-Reflection using Gibbs model
Gibbs model: During my placement, I often felt confident about applying my coordination skills. I was used to utilising it, so whenever I was shifted to a new department I didn't face much challenge. I was never confident about my leadership skills. I always doubted myself, which presented hardships for me. Confidence grows with the repetitive usage of skills. 
[image: C:\Users\FB PC\Desktop\images.png]
Figure: Gibbs model (Hagg, 2013).


Strengths: During my time I realised that coordination is one of my strongest attributes. Coordination is related to teamwork. Teamwork is essential to ensure workplace efficiency (Casado., 2012).
Weaknesses: From the beginning, I have struggled with leadership. But I believe I can improve it over time as I gain experience. But it has made me struggle a lot. 

[bookmark: _Toc200581102]Action Plan
Short-term Goals: Currently, my short-term goal is to lead more university projects. It will increase leadership skills through experience. I never had faith in my ability to lead. I struggled because I was constantly doubting myself. When abilities are used often, confidence increases.
Long-term Goals: Having a long-term goal is needed to have an idea about what someone is going to do in the future (Hagg., 2013). I want to be mentored by experts to grow as a leader in business. I frequently felt comfortable using my coordination abilities. I was accustomed to using it, so I had little trouble when I was moved to a different department. 

[bookmark: _Toc200581103]

Section2: Management Performance & Guest Service Analysis
1. [bookmark: _Toc200581104]Management Styles and Staff Motivation
Management styles at Ashford International Hotel & Spa were a combination of democratic and transactional. Managers asked for input from staff members. Rewarding good performance with praise/incentives created good morale in the Reception department. Management styles dictate how efficient workers are. I think the transactional management style in the Service Operation department ensured that tasks were completed on time. This type of management style focuses on completion rather than creativity. When problems arise which require creativity to solve can be problematic for this style of management (Johnston et al., 2012).
2. [bookmark: _Toc200581105]Health & Safety Compliance
Health and safety was strongly emphasised by the hotel. They included safety regulations in training for all departments. During placements in the Service Operation department, I noticed high safety standards in leisure facilities and sanitation was highly prioritised by the hotel. 
[image: safety-and-compliance-training-is-changing]
Figure: Safety compliance (Vallen et al., 2014).
3. [bookmark: _Toc200581106]Culture & Teamwork
Ashford International Hotel & Spa fosters a collaborative where professionalism and the satisfaction of guests are the highest priorities (QAA., 2018). I noticed during busy schedules this culture of the hotel increases the efficiency of the workers greatly. I was more productive and efficient at finishing tasks because of the collaborative culture of the hotel. 
[bookmark: _Toc200581107]4. Marketing & Guest Experience
Consistent branding and service delivery managed guest expectations. The reception team played a vital part in letting the guests know about the packages and discounts. When I worked at the front desk I told the guests about the packages they had available which led to great guest experience. 
[bookmark: _Toc200581108]Section 3: Guest Service Improvement Plan
1. [bookmark: _Toc200581109]Identification of Key Issue
I observed that during busy schedules rooms were not always ready to welcome guests. Guests were often frustrated because they had to wait in line for too long which is a terrible sign of guest experience. Because of the hotel's collaborative culture, I completed things more quickly and effectively. Guest expectations were controlled through consistent branding and service performance.
2. [bookmark: _Toc200581110]Justification of the Issue's Significance
Delaying is a significant issue as it indicates a bad guest experience and frustrates them which might lead to a bad customer retention rate. The reception staff was essential in informing the visitors about the deals and packages. Delaying also causes unnecessary burdens on the reception team (Rughubalan., 2009).
3. [bookmark: _Toc200581111]Three-Step Improvement Plan
Step 1: Operational Change: From my observation, these problems can be easily solved with housekeeping management systems. Automated status updates would ensure that the front desk always gets updated immediately (Tewan., 2009). I want to be mentored by experts to grow as a leader in business. I frequently felt comfortable using my coordination abilities. I was accustomed to using it, so I had little trouble when I was moved to a different department. 
Step 2: Alignment with Industry Best Practices: I think alignment with the best practices in the industry will bring more guests. I had an excellent visitor experience while I worked at the front desk because I informed the guests about the packages they had available. From my experience at the front desk and in housekeeping, I am sure that these technologies will make the hotel more appealing to guests. 
Step 3: Expected Impact: I expect these changes to reduce waiting time for guests and improve the efficiency of all the departments involved with it. Adherence to industry best practices, in my opinion, will increase the number of visitors. Improved customer experience would bring more revenue for the hotel as guests are more likely to visit now (Vallen et al., 2014).


[bookmark: _Toc200581112]Conclusion
For a team to succeed, communication is crucial. My own experience taught me how important teamwork is. The reception department's morale was raised by rewarding excellent work with incentives and recognition. Employee productivity is determined by management styles. Working as a team made our work more efficient. We had a hectic week in the food and beverage area while I worked at Ashford International Hotel & Spa. I am confident that these technologies will increase the hotel's appeal to visitors based on my experience working at the front desk and in housekeeping.
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