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[bookmark: _Toc181746899]Part 1: Learning Log for Hotel Placement at Abbots Barton Hotel
[bookmark: _Toc181746900]Week 1: 30th September - 6th October 2024
[bookmark: _Toc181746901]Tasks Performed
· Started my practical training in the Housekeeping department where I had an introduction to cleaning procedures and the right methods of utilizing housekeeping tools.
· All room servicing done with all the rooms comes out clean and fit for the occupancy of the guests.
· Supported activities related to laundry and also restocked the housekeeping wig and trolley.
[bookmark: _Toc181746902]Challenges Faced
· Challenged with a dynamic requirement to set a speed and productivity pace that would at the same time meet the envisaged cleaning requirements.
· One particularly said he felt the nature of the work was physical and tiring, and also that he almost became overwhelmed by what was expected of him.
· Some members had language issues, which created some misunderstandings during the course of work.
[bookmark: _Toc181746903]Positive Experiences
· Felt a good feeling of the first fully successful turnover day in the housekeeping department.
· Noted that cooperation is important to what is done in housekeeping so as to better understand hard work that is put in to maintain high standard of the hotel.
[bookmark: _Toc181746904]Negative Experiences
· Experienced stress when using the services in a time-bound manner where a number of rooms have to be cleaned within a short space of time.
· Served a guest complaint about his missing item in the room, felt incompetent but I procured the item.
[bookmark: _Toc181746905]Emotions and Reactions
· Initially felt intimidated and pressured, but as I used the skills I acquired from the experienced staff, then I felt at ease.
· More confident having satisfactorily attended to a guest complaint, with some direction from a superior.
[bookmark: _Toc181746906]Lessons Learned
· Employer showing to what degree of detail clean work is delivered and the timely manner in which housekeeping is conducted.
· Enhanced my time management when I had to avoid going round without some essential items I knew I would require as the day progressed.
[bookmark: _Toc181746907]Future Learning Endeavours or Lost Opportunities
· It is important to work on improving capacity of the employees to communicate with their fellow workers from different linguistic background.
· Wished to follow one of the senior staff members more closely to learn how he or she addresses assignment management.
[bookmark: _Toc181746908]Week 2: 7th October - 13th October 2024
[bookmark: _Toc181746909]Tasks Performed
· Transferred to Maintenance division introduced in simple fixations and checking around the rooms.
· Mastered basic working on plumbing and in cases of electrical system breakdowns.
· Assisted in setting up meeting rooms for a small colloquium.
[bookmark: _Toc181746910]Challenges Faced
· At first, they had problems in comprehending the technical terms and repair approaches.
· It was rather impracticable to handle multiple urgent tasks, particularly if urgent issues were related to guests’ experience.
[bookmark: _Toc181746911]Positive Experiences
· Felt empowered learning new skills, the hope of being able to fix a leaking tap fixture and minor problem with a light fitting.
· Liked the fact that all meeting rooms were arranged by me and also the neat work done by the Maintenance team to guess what an event requires.
[bookmark: _Toc181746912]Negative Experiences
· Once a guest complained to me because the maintenance request came through a bit late which was a good experience on teaching expectations.
· During a fire alarm test, stressed because I had to make sure that all guests are informed and knowledgeable about the process.
[bookmark: _Toc181746913]Emotions and Reactions
· Said that some repairs made him feel that he needed to work under pressure, but on the other hand, after completing most of them, he was happy.
· I was shy about how to relate to the guests when it comes to maintenance issues, but later I felt relieved when customers appreciated prompt repairs and fixes.
[bookmark: _Toc181746914]Lessons Learned
· Architects had to make sure that the maintenance requirements had to be stratified based on the guests’ requirements and safety issues.
· I did learn to retain my composure when under pressure; very useful when interacting with guests.
[bookmark: _Toc181746915]Future Learning Endeavours or Lost Opportunities
· Make a schedule to go for more luxurious maintenance repairs in order to expand my technical insight.
· Could not follow a technician during a detailed electrical inspection.
[bookmark: _Toc181746916]Week 3: 14th October - 20th October 2024
[bookmark: _Toc181746917]Tasks Performed
· Then moved to the Front Office where I adopted new procedures involving guest check-in and check-out.
· Maintained and booked rooms as well as handled direct guest requests either face to face or through a call.
· Helped in clearing clarifications for bills.
[bookmark: _Toc181746918]Challenges Faced
· Few of the problems which were met while covering this hotel was in the understanding of the hotel’s reservation system.
· Needed to deal with an angry guest who just found out that there which he was billed for was a misunderstanding.
[bookmark: _Toc181746919]Positive Experiences
· Successfully managed to register a group of guests and additionally offered them some recommended tourist destinations.
· The satisfaction I received when getting appreciated by a guest especially when I was offering my services with genuine courtesy.
[bookmark: _Toc181746920]Negative Experiences
· Lost face when I got stuck when trying to fix a booking problem and had to seek assistance.
· I was emotionally stressed when a guest lost her temper with me.
[bookmark: _Toc181746921]Emotions and Reactions
· Was thrilled but at the same time a little anxious when working in a position that exposed him to the public domain.
· Had stress during the rough traffic flow of check-in hours, but had the pleasure of knowing things can go perfectly too.
[bookmark: _Toc181746922]Lessons Learned
· How guests feel valued and appreciated and roles which are played by active listening and effective communication.
· Understood the importance of anger management and maintain professionalism at work in the course of pressure.
[bookmark: _Toc181746923]Future Learning Endeavours or Lost Opportunities
· Would like to use the reservation system even more to perfect its use.
· It offered no opportunity of seeing the Front Office Manager deal with a large group of tours, as it would have been informative.
[bookmark: _Toc181746924]Week 4: 21st October - 27th October 2024
[bookmark: _Toc181746925]Tasks Performed
· I continue to work at the Front Office making guest check-outs and helping guests with their request and needs.
· I controlled the assignments of rooms and coordinated with Housekeeping in case of special requests from special guests.
· Helped in the carriage of the guest luggage and offer the valet service.
[bookmark: _Toc181746926]Challenges Faced
· Stumped when a guest required a certain setup on a room that was never forwarded to the Housekeeping department.
· I had problems in handling many guests at the same time during one of the three busy afternoon shifts.
[bookmark: _Toc181746927]Positive Experiences
· Good to gain such an insight into the function of a concierge and making recommendations to guests on what to do around the region.
· On one occasion where guest’s luggage was lost, I was able to manage the incident and get a good comment from the guest.
[bookmark: _Toc181746928]Negative Experiences
· Observed that, sometimes, the clients got annoyed when there was a misunderstanding when to they should be providing the rooms.
· It was necessary to work with a rather insults-mixing guest, which left me feeling emotionally low.
[bookmark: _Toc181746929]Emotions and Reactions
· Stressed when I had many tasks to complete but over time learned to manage the tasks better.
· Apt to feel like they are overachieving when being thanked by the guests for their performance above expectation.
[bookmark: _Toc181746930]Lessons Learned
· Got more appreciation for the liaison between different departments in organizations.
· Lessons that helped to enhance personal efficiency and control stress: multitasking exercise; stress management techniques.
[bookmark: _Toc181746931]Future Learning Endeavours or Lost Opportunities
· Want to know more about how to address special guest requests effectively.
· Failed to attend to the fact that Front Office needs to cope with people during conventions when number of occupations is high.
[bookmark: _Toc181746932]Week 5: 28th October - 3rd November 2024
[bookmark: _Toc181746933]Tasks Performed
· Transferred to Meetings and Events department to help with preparation of events and management of the participants.
· Assisted in coordination of a corporate meeting to include arranging of audio visual equipment and chairs.
· Controlled orders and coordination’s of catering and successfully achieved its orders.
[bookmark: _Toc181746934]Challenges Faced
· Felt easily overwhelmed when managing different facets of an event and there were tasks that needed immediate action plans.
· Have some issues in terms of the final changes requested by the clients or the event planner.
[bookmark: _Toc181746935]Positive Experiences
· Liked the high energy in fast moving situation especially where there is a successful outcome.
· Gave support to a corporate client and the management was happy about it.
[bookmark: _Toc181746936]Negative Experiences
· Got nervous when a hick up occurred with the audio visual equipment during an occasion but it had to be fixed.
· Had a problem with time management when two or more activities coincide with each other.
[bookmark: _Toc181746937]Emotions and Reactions
· At first trial, one may feel pressured but it was empowering to see that everything added up to a good event.
[bookmark: _Toc181746938]Lessons Learned
· Realized how much it is important to remain flexible and make decisions quickly.
· Prioritized task optimally for better time management, as has reached above goal successfully.
[bookmark: _Toc181746939]Future Learning Endeavours or Lost Opportunities
· They plan to get more information on the audio visual technology if in future they experience some faults.
· Failed to accompany the Event Manager when he was attending aggressive event planning session.
[bookmark: _Toc181746940]Week 6: 4th November - 10th November 2024
[bookmark: _Toc181746941]Tasks Performed
· Carried out in the Meetings and Events department, concentrating on guest interaction during events.
· Reported to the catering staff and made sure everyone’s particular requests were being addressed.
· Helped in breaking down event arrangements and making arrangements of spaces for the following day.
[bookmark: _Toc181746942]Challenges Faced
· Held some problems associated with a catering service that came an hour later, and the management had to adapt to that schedule.
· He said he was once assigned to a very difficult client who wanted everything in the project rearranged within the previous day.
[bookmark: _Toc181746943]Positive Experiences
· Able to organize a wedding reception and thank you from both the bride and the groom.
· Developed better appreciation of staging events and how to manage requests from the last minute alterations.
Negative Experiences
· Always felt let down whenever something that I expected to turn out well, turned out to be bad, probably because of other forces.
· I felt exhausted most of the time due to the sequence of events, worst when participating in the events.
Emotions and Reactions
· This made the holder experience both passion and pressure iv Managing head-distinguished incidences.
· Even with the difficulties, always had great pride working in an organization that provided unique guests experiences.
[bookmark: _Toc181746944]Lessons Learned
· Improved my ability in resolving conflicts, and also learned the techniques of maintaining professionalism especially during pressure.
· Name the contingency flexible and pre-planned schedules that are crucial to accommodate arising problems.
[bookmark: _Toc181746945]Future Learning Endeavours or Lost Opportunities
· I have realized that there is need for me to enhance my knowledge as well as skills in event contract and vendors.
· Failed to follow The Event Planner in a meeting that could have brought more understanding in event design.


[bookmark: _Toc181746946]Part 2: Reflective Journal: Hotel Placement at Abbots Barton Hotel
[bookmark: _Toc181746947]Introduction
The hotel can be found at address 36 New Dover Rd, Canterbury CT1 3DU, and it can be described as Abbots Barton Hotel, offering a great service to its guests (ASET, 2017). A practical training in the housekeeping department in the Star Hotel was taken from September 23 to November 15, 2024. The given academic paper presents a concrete experience of practical training for the Housekeeping department in the Star Hotel, from September 23 to November 15, 2024. On a deeper note, the learning aims of my placement were to gain practical experience in guest service operations, to strengthen my knowledge on teamwork and communication and on top of that, be able to implement known theories from my academics.


[bookmark: _Toc181746948]Section 1: Reflection on Experience and Personal Development
Gibbs’ Framework of Reflection is another model used in the models of reflection, which assist people to think through the phases of an experience or an activity (Bardi, 2010). Here analysis will be presented using Gibbs model for the purpose of reflection.
Description
When working at Abbots Barton Hotel, I was following a supervisory role largely within the housekeeping domain. From this area, I realized how the organization runs its operations, how tasks are assigned, and how the members are managed. I also had to help with room set up, learn about where things are ordered from and organize short staff briefs.
Feelings
First, the timeline when carrying out their activities overwhelmed me since housekeeping has a central responsibility of maintaining high guest satisfaction (Casado, 2012). But I soon saw that semi-automated processes that were initially bewildering were often ones I could actually assist with. The organizational culture depicted by the supervisors was friendly enabling me, though initially nervous, to seek clarification from them whenever I encountered a problem.
Evaluation
It was fulfilling especially when the guests reacted positively to issues touching on room hygiene and appearance. It got complicated when coordinating the time among employees during rush hour of check-ins and this was stressful at times (Hagg, 2013). Learning these things helped me to understand such values as time management and augmentation as well as bearing pressure.
Analysis
These elements of working experience put much stress on work-based competencies like communication, cooperation and organization. Seeing how supervisors are managing their subordinates, demonstrated how proper communication could solve conflict issues and improve teamwork. For example, in one of the team briefings a supervisor timely responded to the concerns about the inventory shortage and explained how concerns could be avoided through timely communication (QAA, 2018).
Looking back at courses studied in previous levels in hospitality management, I was able to get a theoretical background for the practical experiences that I gained. The knowledge of the service quality model and the rules of customer satisfaction allowed me to see how the theories I learned were being used in practice (Fallon and Rutherford, 2010).


[bookmark: _Toc181746949]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Description
In my work position, there were some work-base skills and technical knowledge’s necessary for fulfilling guest service standards. Significantly with detail orientation and technical skill in operation and use of cleaning equipment were the focuses of training drills (Johnston et al., 2012).
Feelings
I also enjoyed the training sessions as I realized that they not only improved my technical abilities but also strengthened my belief in my ability to perform the task assigned to me. But I also had a feeling of constant pressure to maintain the desirable level of cleanliness as Guests’ experiences of the space is closely related to the cleanliness level (Rughubalan, 2009).
Evaluation
That is why the skills obtained at work were valuable, as I saw how qualified employees could improve the availability of services and first impressions. For instance, where a housekeeping team were abreast with the cleaning policy, the rooms got complimented (Tewan, 2009). On the other hand, I observed that non-compliance with protocols resulted in guest complaints, and negative influence on the reputation of the hotel.
Analysis
The skills that I deemed to have gained during my placement I knew would help in ensuring that the guest service standards were high. Meticulous nature ensured that all sections of the house were cleaned up to the required standard, and practical knowledge ensured right operations of the cleaning tools were accomplished by the workers. Fine guest service standards like cleanness and attentiveness are always important in the hospitality industry (Vallen and Vallen, 2014). This experience has also brought to the fore the need for carrying out only a number of training sessions to ensure that the set standards are met.


[bookmark: _Toc181746950]Section 3: Reflection on Organisational Issues
Description
Another major item that I experienced was when a guest lodged a complaint of filth in their room. This scenario is used when a guest arrived in the room and complained of dust on the furniture and a dirty bathroom.
Feelings
I also began to worry for the guest’s experience and the possible outcomes for the hotel and their brand. This particular case proved that there are direct outcomes of operational inefficiencies and underlined the significance of the quality assurance process in the housekeeping division (Wood, 2013).
Evaluation
An unpleasant experience, which made the situation sadly appropriate for the guest, as well strained the focus of the housekeeping team to give a quick response. This led to the initial investigation of cleaning practices, as well as a revaluation of training processes in the department (Cabral and Jabbour, 2020).
Analysis
To solve the problem the hotel manager John Smith decides to put in place a more stringent check list that has to be fulfilled prior to guest’s checkout. This kind of approach was imperative in the anticipation of similar complaints in the future. In the case described here, it was possible to outline the usage of the service recovery model when the hotel admitted the problem and offered a solution to regain the guests’ satisfaction (Busulwa et al., 2022).
Proposed Solutions
There should also be put in place a compulsory trainings regimen for workers with regard to cleaning standards and perceived customer care services. Further, staff could bring forth different problems and give feedback on how the service can be made better through a feedback reporting system (Pan, 2023).

[bookmark: _Toc181746951]Conclusion and Action Plan
The Abbots Barton Hotel has offered me precious opportunities to understand the service delivery in the operational and managerial contexts of the service industry. The skills that have been learnt from the supervisory observation include the essential work based experiences, technical knowhow of the jobs to be completed amongst others.
[bookmark: _Toc181746952]Key Insights
Communication: These two show that communication is critical in managing people and guaranteeing optimal guest experience.
Attention to Detail: Cleanliness is known to influence a guest’s perception and the overall reputation of the hotel greatly is affected by it .
Proactive Problem-Solving: This is a crucial element to shunning off your guests and offering them the best services as per their expectations.
[bookmark: _Toc181746953]Future Aspirations
In the future, I will work at expanding my abilities by completing further education in hospitality management and customer relations. It intends to dwell on leadership training since I have a strategic plan of becoming a supervisor. In my future professional practice, the positive experience of the placement will be taken into account with the emphasis on the aspects of communication and cooperation with others in order to create a positive attitude to guests.
Therefore, the placement has been very helpful in helping me gain knowledge about the hospitality industry. By analysing the occurrences that happened using Gibbs’ model of reflection, I have been able to further understand different skills and knowledge needed in order to provide and even go further than guest service expectations. 
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