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Introduction
Reflecting my work experiences using Kolb's Experimental Learning Cycle (1984) provides a way to evaluate and embrace learning. The framework consists of four phases: experience reflective observation abstract conceptualisation and active experimentation (Kolb, 1984). My time shadowing in the housekeeping/maintenance department at the Best Western York House Hotel, in Eastbourne gave me an understanding of guest service management. Gave me with the skills needed to meet and exceed customer expectations. 
Concrete Experience             
[bookmark: _Hlk181978719]So, I realized that the supervisor's job included the accumulation of activities, including cleaning, maintenance requests, handling guest complaints, conducting room inspections, keeping track of linen inventory, and ensuring that everything meets hotel standards before guests check in. Great care was needed in room inspections while also managing the linen inventory (Husaini and Lubis, 2024). 
In one case, a couple of new guests found their shower cabin mouldy, and the sheets hadn't been changed. Despite the cleaning team's efforts, these issues slipped through the gaps. The supervisor passed the complaint, to the reception to sort it out. The guests were offered a different room and a sincere apology, demonstrating their commitment to preventing further escalated issues. This quick action made a significant difference in the situation. The incident demonstrated the importance of paying attention to detail, communicating effectively, and empathising with guests (Min, Lim and Magnini, 2015). This experience gave me the opportunity to observe how resolving guest requests and concerns demonstrated the need of maintaining excellent housekeeping and maintenance standards in order to preserve guest happiness.
1. Reflective Observation
Reflecting on the incident with the guest complaint, I noticed that solving the problem was critical to keeping the customers positive perception of the hotel (Sigala, 2005). In this case, the supervisor's prompt reaction served to manage the situation and prevent other damage to the guest's experience or the hotel's image. The incident also highlighted how closely Housekeeping and Front Office are related as any overlooked detail in one area may quickly cause customer dissatisfaction.
The need of cooperation both within and across departments was another insight. Staff members in Housekeeping/maintenance, and Reception often kept in touch to make sure rooms satisfied all standards. Their collaboration clearly showed in the seamless processing of several maintenance requests (Fu et al., 2020).
 Observing this interaction underlined how important communication and collaboration are to effective guest service operations, a knowledge that I expect will be absolutely essential for the future jobs in hotel management.
2. Abstract Conceptualization
Through my experience, I gained an awareness of the fundamental ideas that underlie efficient customer service and complaint resolution in the hotel industry. Key abstract ideas developed, such as the value of proactive communication, empathy, and quick, coordinated action in resolving guest problems. Effective communication, not just with guests but also among the staff, is vital (Effective communication skills, 2012). Supervisors should be knowledgeable with both guest service requirements and internal procedures. The guest complaint issue demonstrated the applicability of the service recovery paradox, which holds that a well-handled complaint might possibly boost customer satisfaction. The supervisor's response showed strong problem-solving abilities and highlighted the need of emotional intelligence in guest service.
Furthermore, this experience deepened my understanding of Kolb’s cycle itself, as I saw firsthand how each stage builds on the previous one. Observing (Concrete Experience) led to my evaluation of the guest service process (Reflective Observation), resulting in a new appreciation for the role of prompt service recovery (Abstract Conceptualization), which I can now apply to future scenarios (Active Experimentation), (Kolb, 1984).

3. Active Experimentation
I intend to use these experience by improving my active listening and empathy, therefore improving my communication abilities. These abilities are not just for addressing concerns but also for anticipating any problems before they occur. As has been the practice at Best Western, I also want to be proactive in managing guests expectations by routinely checking rooms for issues before guests arrive. I additionally attempt to adopt a solution-oriented approach, focussing on maintaining good guest interactions even when faced with of difficulties (Dixit, 2020).
I gained theoretical understanding of customer service management from my academic path from Levels 4 to 6, which I was able to see in practice. I was able to comprehend the reasons for the implementation of regulations like regular room inspections and clear communication procedures because to this foundation. I also came to see how crucial flexibility and resilience are in a supervisory position, particularly when handling unanticipated issues or concerns.
Analysis of a Guest Service Situation
During my experience at the Best Western York House Hotel, there was one experience with a guest who had a real problem with a broken air conditioner, which caused quite a bit of disappointment among the staff and created a backlog of repairs for the hotel. In the end, they were able to work things out by offering guests a free upgrade. But looking ahead, there are certainly some things they could do better when similar issues arise, such as things like staying in touch with guests, cross-training staff, and creating feedback loops that could really the difference (Stanica, and Peydro, 2016).
In such situations, keeping guests informed about delays can really help set their expectations and maybe even ease the disappointment a bit. Studies have shown that when you communicate openly, it can prevent customers from becoming too frustrated with delays that can't be helped. In this case, if housekeeping staff were trained to handle certain basic maintenance tasks that could speed things up, reduce wait times and free up the maintenance team to focus on more difficult things. This whole approach makes sense when I think about resource management and can really improve how efficiently things work.
Regarding feedback loops, using them more often can give the hotel some great insights into what guests are actually experiencing. It would really help supervisors figure out if their solutions are working. Honestly, for improving how they handle service recovery and ultimately making guests happier, this kind of feedback could be a total game changer (Narayan et al., 2022). 

Critical Evaluation of Work-Based Skills and Technical Knowledge
Through this experience I managed to acquire skills such as communication, problem solving and teamwork, which are essential for the role of guest services supervisor. Effective communication within the housekeeping department as well as quick problem solving is essential in managing customer expectations and addressing their concerns. Teamwork is vital, as collaboration among departments ensures consistent service standards (Lee and Lim, 2023). I also gained technical skills needed in a supervisory role, such as inventory management, scheduling, and coordinating maintenance, each essential for delivering a seamless, high-quality guest experience. This experience deepened my understanding of these competencies’ impact on guest satisfaction.
Enhanced Understanding of Guest Service Management
Through this placement, I developed a better understanding of how to handle client service standards at a hotel. Witnessing the use of theoretical ideas in real-world circumstances I discovered that, although providing outstanding guest service is the aim, operational limitations like as staff shortages or excessive demand may have an influence on performance (Knezevic et al., 2017). This insight has expanded my understanding of the strategic balancing act that supervisors must conduct to satisfy both organisational aims and guest expectations.
Reflection on Organisational Issues
During my placement, I was able to observe some organizational issues affecting the performance of guest services, including staff shortages, resource allocation and adherence to health and safety policies. Delayed or incomplete room cleaning caused by understaffing often reduced guest satisfaction. In addition, limited resources, such as inadequate or lack of maintenance tools, prevented rapid resolution of problems in the room. Organizational problems highlighted the need for strategic planning and efficient management of both personal and financial resources. By experiencing these situations, I managed to understand how operational efficiency directly affects guest satisfaction, as well as the reputation of the hotel (Chathoth and Olsen, 2002). 

Conclusion
Looking back on my experience with Kolbs Learning Cycle has showed me how far I've gone and where I can improve even more. The process taught me the value of communication, efficient problem solving, and collaboration in providing excellent service to customers. It also emphasised the need of applying information in real-world situations, a skill that will be essential in my future roles. 
Moving ahead, I want to expand on these skills by looking for further chances to practise managerial duties, especially in guest service areas. My ultimate objective is to be able to apply these insights easily in any hospitality context, helping to create an atmosphere that prioritises guest satisfaction and outstanding service. This perspective has helped me recognise the constant nature of professional development in hospitality and has motivated me to continue improving my skills and techniques in pursuit of great guest service management.
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