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Assessment Component 1 – Student Learning Log
Part 2: Reflective learning log
Introduction
The Holiday Inn Hotel in Sunderland is a modern hotel which is located in Sunderland city centre and thus provides easy access to various inner city facilities. This hotel has an open lobby that serves as a restaurant where one can dine at any time of the day, a fitness centre and a free Wi-Fi connection (IHG, 2024). ​
While on my placement I worked with a major department (front office section). This wide exposure would help the improvement of my customer service skills, broaden my knowledge of supervisory positions of operation in a hotel establishment, and gain problem-solving skills in guest service interactions. ​
For this particular reflective learning log, Kolb’s experiential learning cycle will be utilised because it focuses on learning through experience and the four stages of concrete experience, reflective observation, abstract conceptualization, and active experimentation (Morris, 2020).

 Reflection on Experience and Personal Development
Shadowing a supervisory position in the front office section
At Holiday Inn Sunderland I observed a Front Office Supervisor's work and got a basic understanding of the formatting work of the front desk. This position is key in handling the day-to-day front desk operations of the company, handling bookings and responding to guest concerns. Aswell as responsible for ensuring good relations between this department and other departments such as housekeeping, maintenance and also involved in handling cash, accepting payments and handling cash drawers (Augustine, 2023). ​
Key tasks and responsibilities
During my observation I performed several duties relevant to Front Office functioning. These included: checking guests in and out, properly assigning the rooms, billings as well as making some necessary changes and proper reservations to occupy all rooms available. I also dealt with guests’ questions, explained all the services that were offered by the hotel and dealt with all the complaints. Another crucial aspect was communication with housekeeping and maintenance for the rooms to be ready for any guests and anticipate any problems with technological elements of the room (Gede, 2022).
Challenges faced and solutions implemented
The first and most notable case was during one of the weekdays of the high business traffic which went with a fully occupied hotel.  A guest checked in with a reservation number that was never registered on the computer, thus a case of overbooking the hotel. Staying calm and logical as well as engaging all the available resources, I had to call the reservations personnel and find another suitable strategy, which involved giving the guest a better room. This taught me that flexibility and clear communication are valuable attributes to have in stressful conditions. ​
Emotional and confidence development
First, the front desk working environment was quite demanding with a high working rate. Nonetheless, the more I got to know the hotel’s processes and my peers better, the self-confidence increased. I benefited most from the positive feedback received from guests and ensuring that I addressed their concerns comfortably. ​
Application of Kolb’s experiential learning model
According to Kolb’s Experiential Learning Model, there are four stages which include concrete experience, observation-orientation, abstraction-conceptualization, and experimentation-reflection (Akella, 2010). In this regard, sitting point shadow with the Front Office Supervisor gave practical experience which was achieved by being engaged directly with the front desk. Reflective observation took place while I observed events in my day-to-day work life and recognised changes and improvements that can be made, for example, in developing better communication skills and ability to predict customers’ needs. Abstract conceptualization came in handy in understanding theoretical knowledge about hospitality management and how strategies could be conceptualised to enhance guest satisfaction and operations (Grady, 2017). Lastly, active experimentation was done by coming up with new practises including guest welcome procedures as well as proactive problem-solving approaches thus enhancing guests’ experiences. 
Impact of personal and vocational development
The academic path and the industry experience have impacted my knowledge about essential competencies which are relevant in hospitality management. Working with various clients helped me to understand better as an individual approach and how to address them. The dealings with other departments made me realise the significance of effective teamwork as far as guest services were concerned. That is why handling reservations and attending to complaints from the guests among other tasks enhanced multitasking skills. This was especially important in managing difficult circumstances, as it allowed for a better way of dealing with Guests.

Critical analysis of work-based skills and technical knowledge
While working at Holiday Inn Sunderland, I gained various competencies that will enable me to meet the expectations of guests in the hospitality industry. ​
Communication skills
Communication is very important especially in the provision of services because it is through this that various information is passed between the handlers and the customers (Petty, 2023). I was able to enhance these skills at the workplace by responding to guests’ questions and interacting with the staff members. For instance, there was a time when a guest was wary of the local restaurant's Plans response helped the guest make an informed decision and thus had an improved experience. This corresponds with the trends of the current world market in a way that insists on effective communication that embraces the clients. ​
Teamwork and leadership
Teamwork is vital in the hospitality industry because of the following reasons. It is very important to offer services that are face-to-face, more personalised, and memorable (Bronotte, 2023). 
Problem-solving and decision-making
Meeting and handling guest complaints is an essential aspect of the hospitality industry as it develops good relations with customers (Chou et al., 2019). I had some practical experiences which involved decision-making for instance handling booking issues during peak times. I was able to keep my calm and I coordinated with the reservations team to meet the guests’ needs satisfactorily. This pinpoints one of the critical thinking and problem-solving skills required in the industry today (Lassoued et al., 2020). ​
Importance of work-based skills and technical knowledge
These skills are vital for the delivery of guest services to meet the expectations of the customers. Communication eliminates grumbles, collaboration fosters efficiency in service delivery, issue resolution solves customers’ complaints, and organisation fosters the accomplishment of activities within a stipulated time (Lassoued et al., 2020). Other competencies include knowledge enhancement such as the effective use of reservation systems that create a positive guest experience.

Reflection on organisational issues
A double reservation of a conference space arose from misinterpretation at Holiday Inn Sunderland – City Centre. A double booking conflict between two corporate clients occurred because of this error which sparked service problems as well as operational interruptions. Hotel reputations can suffer from such mistakes because unhappy customers share negative information which damages upcoming business opportunities (Sukhu and Bilgihan, 2023). ​ The hotel addressed this problem through immediate representations along with different accommodation choices and complimentary added benefits for compensation. This service delivery technique follows proven recovery methods that bring relief to dissatisfied customers by reacting quickly while demonstrating compassion. ​Organisations should develop complete service recovery processes to stop the occurrence of future problems. The hotel implements this framework by selecting employees for training while equipping them with problem-solving skills and administrative flexibility along with acknowledgement and distribution of positive stories and appropriate procedures (EHL, 2024). ​Such service recovery strategies exist at top-tier hotels to achieve high guest service quality alongside reputation maintenance. Hotels that implement equivalent service practices will improve their quality and achieve higher guest satisfaction levels.

Conclusion and Action Plan
Conclusion
Working at Holiday Inn Sunderland gave me a practical experience as well as improved my knowledge of guest service standards by shadowing. Through such practical experience, theoretical concepts could be applied in real-life situations, which as work-based learning that entails a combination of theory and practical experience. 
Action Plan
To advance my experience in the field of hotel guest services, I intend to engage in further training in the form of workshops, and online courses and acquire a mentor besides cross-training in the different departments of the hotel industry. These objectives are intended to foster the growth of strong core competencies that conform to the industry practises that will allow me to apply for higher positions in hotel guest services.
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