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Part 2: Reflective learning log.
Introduction
The hospitality industry requires efficient guest service operations to meet its standards and satisfy customers. Working at Delta Marriott Swindon, especially in the capacity of a housekeeping staff member, offered me a chance to learn how to cover a supervisory position and to meet the expectations of the guests. The objective of this placement was to enhances my understanding of work-based skills and technical knowledge, following the problem-solving capabilities within operations of the hotel industry. According to Kolb's Experiential Learnin Model, this reflection entails my experience, challenges, and lessons that i have gained while handling guest complaints, ensuring housekeeping standards, and engaging with various hotel departments.
Section 1: Reflection on Experience and Personal Development
[image: ]Kolb's Experiential Learning Model has four stages, namely, the concrete experience stage, the reflective observation stage, the abstract conceptualisation stage, together with active experimentation stage (Taneja et al., 2020). My working experience at Delta Marriott Swindon was disscused by aligned with this model.

Figure 1: Kolb's Experiential learning Model
( Source: Taneja et al., 2020)
Concrete experience: While working within my placement, I faced a major complaint from the guest who stated that their bed linens were dirty with stains and hair and also no wardrobe hangers were present in the cupboard. This situation called for an urgent intervention to address the issue and report it to the housekeeping and maintenance departments. This particular incident can give one a firsthand encounter in implementing teamwork and problem-solving when addressing customers or guests in the service industry (Taneja et al., 2022).
Reflective observation: As I look back on this experience, i have felt the importance of adherence to cleanliness and tidiness standards. This observation can also highlight the importance of professionalism and customer relations by watching how the supervisor handle the issue (Tanaja et al., 2022). I was able to apply this learning in a way that covered all room checking without any compromises as well as seeking to involve my team to avoid such a repetition shortly.
Abstract conceptualisation: I realised through abstract conceptualisation that for the upkeep of hotel standards, training programs and operational procedures have to be established. Thus, to address this problem, i developed an action plan that involved taking additional checks on the identified rooms every day and reporting anything out of the normal. This is in line with work-based learning principles, according to ASET (2017).
Active experimentation: This was particularly evident in my subsequent shifts when i adopted a supervisory role and made it my responsability to enforce the house cleaning standards. This can make one gain confidence in their interaction with guests and provided them with an opportunity to develop a coordinated communication with other departments as well (Taneja et al., 2021).
Section 2: Critical Analysis of Work Based Skills and Technical Knowledge
Concrete experience: The importance of creating the work-based skills and technical know-how is of significant importance when it comes to the delivery of quality guest service. Learning the lessons during the placement, i was able to identify that the most valuable skill that i developed was the ability to solve problems, especially when handling complaints from guests.
Reflective observation: The scenario involving the unclean bed linen manifested that there is a need for the identification of urgent resolution strategies. Casado(2012) stated that one of the key duties of housekeeping is to sustaine cleanliness and hygiene to some extent since guests rely on these standards to assess the reputation of the hotel.
Abstract conceptualisation: Interacting and communicating with the housekeeping and maintenance teams as a form of coordination was also another major achievement that was made. Thus, efficient communication fostered problem-solving  and improved collaboration between the team members. According to QAA (2018), communication and leadership skills must be part of work-based learning, especially to equip learners for supervisory roles.
Active experimentation: It also important for the team to have some technical knowledge regarding hotel room maintanance. Realising the significance of room inspection as well as functional equipment, as well restocking of guest supplies is proven to be the core of operational management (Johnston et al., 2012). According to Rughubalan (2009), adequate training in housekeeping matter reduce cases of service failure as well as increase overall guest satisfaction. In reviewing these skills, I realised that guest service management entails both the understanding of general knowledge in the field and, more importantly, the application of the concepts acquired. They established the need to pay attention to details, communication, and compliance to set down hotel standards while delivering services.
Section 3: Reflection on Organisational Issues
Concrete experience – Regarding the organisational issues, i faced the following problem: It was impossible to perform quality checks immediately in the housekeeping department, which led to guests' complaints. In this case, the guest complained about stained linen, which could have been done away with if there had been a final check on the room before check-in. This affected the hotel’s image and needed further attention                 (Hagg, 2013).
Reflective observation - Similarly , missing wardrobe hangers and locked safeties remained unresolved for a long time as well as exposed car faults in the maintanance requests. Proper reporting structure could also improve interdepartamental relations and helpful and efficient delivery of service (Fallon & Rutherford, 2010).
Abstract conceptualisation- In order to solve these problems, i propose to introduce the use of a checklist for final room inspections. Supervisors should ensure that they go through this checklist before a room is tagged as ready for check-in guest. Can also embrace remote maintanance request capabilities to enhance reporting and streamlining of the process.
Active experimentation – From a theoretical background, the following assertions suggest that it is possible to apply concepts of TQM in housekeeping services by focusing on aspects such as continuous improvement and guest satisfaction                  (Al-Ababneh, 2021). Here, measures such as training, feedback, and accountability will improve the implementation of TQM for the housekeeping departament (Sunil et al., 2021). From these organisational issues, I have learned what it takes to manage a guest service organisation and am now able to devise ways of fixing the problems affecting the organisation and those that are beneficial to it.

Conclusion and Action Plan
The placement i had undergone at Delta Marriott in Swindon helped me to gain a rich experience as it gave me an in-depth perception of the various aspects involved in managing guest service in the hotel industry. Specifically, from working in the housekeeping department, I gained organisational problem-solving skills, communication skills, and other important details. The application of Kolb's model in reflective process of my learning helped me think through my learning experience and find out my strengths and weaknesses for further development. Another thing I learned from this experience is the need to conduct routine quality assesments on housekeping procedures. The enhancement of the room inspection is essential to improve guest satisfaction because it helps to reduce service failures. Also, communication between departaments is important in order to have a proper flow of information concerning problems.
Action Plan
	Objective
	Action Steps
	Timeline
	Success Indicators

	Improve quality control
	Perform room ckecklists and supervisor over-rides
	1 month
	Reduced the complaints of the guests

	Enhance the skills of the problem-solving
	Engage in decision-making and discussions that involve guests receiving issues (Bardi, 2010)
	3 months
	Handling guest concerns should take a shorter time as compared to ordinary business matters.

	Develop communication skills 
	Take time to attend the staff meetings and demonstrate professional reporting
	2 months 
	Clarity in reporting.
Together with the feedback from the supervisors.

	Strengthen teamwork
	Working collaboratively with other people in a group and assisting them in their work.
	Ongoing
	Positive reviews from peers alongside the improvement of the efficiency

	Advance technical knowledge
	Enrol in one of the programs for housekeeping training
	6 months
	Certification of the supervising or housekeeping



				Table 1: Action Plan
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