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Overview
As part of the 10-week Level 6 hotel placement, we had to do a Student Learning Log of the experience and understand the operational and managerial aspects of guest service operations. The assignment is to reflect the experiences, apply theoretical knowledge, and develop practical skills.

Introduction
For this assignment, I will be using Kolb’s Cycle of Reflective Practice. This model structure is based on four stages, requiring work through before the cycle leads to new experiences.
1. Concrete experience: an explanation of the event and the feelings that were present at the time.
2. Reflective observation: in this phase, the experience must be considered and reflected upon, with a focus on emotions and connections to abilities, information, and past experiences.
3. [bookmark: _Hlk194050077]Abstract Conceptualism - at this stage, you analyse and explain what was learned from the event. Here you can discuss things that went well and didn’t go well. You can highlight topics that need more research. 
4. [bookmark: _Hlk194053653]Active Experimentation: This last phase involves applying what has been learned. Here's where you turn your analysis and justification into plans and actions. The objectives are ensured to be precise, quantifiable, reachable, reasonable, and focused (University of Hull, 2024).

Guest Services Operations
Guest services include all interactions, amenities, and assistance provided by a hotel during a guest's stay. Every detail matters, from personalised greetings to welcome gifts, from housekeeping respect to personal belongings. A well-coordinated team leads to happier guests, stronger loyalty, and glowing reviews that enhance the hotel's reputation and drive revenue (Lacalle, 2025).

[bookmark: _Hlk194054663]Reflection on Experience and Personal Development (Concrete Experience)
For the Leisure Department, I had the privilege to follow the supervisors of Swimming and Golf for three weeks in total.  
A hotel with a pool gives visitors more than just a place to cool off and swim; it also presents a chance to add extra features and services to improve the visitor experience (Damilola, 2023).
Golf in hotels creates a positive customer experience at the facility drives repeat business, differentiates from competition, and adds member retention, which leads to increased revenue (Longabucco, 2025).
Through learning through University I understood that having an X factor in the hotel industry drives customers, which now I have experienced working at Delta Hotels Breadsall Priory County Club. The staff continuously made sure the swimming pool temperature was set at 30.5 degrees and the spa at 37.7 degrees. This was continuously checked every 2 hours. 
According to WebWorks maintaining the proper swimming pool temperature is crucial for both comfort and safety. A pool that's too cold can be unpleasant, while one that's too warm might pose health problems. Finding the right balance assures a comfortable swim every time (2024).
As I shadowed the supervisor I saw how the customers paid or used membership to gain access. The details would come up in the computer system. While working at the swimming section customer service skills, computer skills, communication skills, teamwork, and a good level of physical fitness (Dade, 2018).

Critical Analysis of Work-Based Skills and Technical Knowledge (Reflective Observation)
The hotel industry holds a significant position in the global economy, attracting visitors, and thereby stimulating local consumption and investment. It is important to train staff to cultivate an excellent service. Communication skills, teamwork, and emotional intelligence are important in a hotel environment. In the golf course area, the staff are spread out making sure the grounds are cleaned and with radios, they communicate with each. As the barrier nets needed changing, they received a quote of £25,000. The communication between the team members even when I was there encouraged us to do the work on our own. So a member of staff purchased pillars and nets and we fixed it altogether. The cost of repairing the fence cost £4,000, a saving of £21,000. Effective communication and coordination among team members help solve problems collectively and improve the general service quality. By using better responses to customer requests, teams can so raise customer happiness (Tian and Hebron, 2024). 

Reflection on Organisational Issues (Abstract Conceptualism)
In the hotel industry, which depends on excellent customer service, effective management, and customer pleasure, leadership is essential to success. In addition to managing operations, today's hospitality executives must motivate staff, encourage creativity, and provide guests with unforgettable experiences. In Delta Hotels I found the use of Transformational leadership style is practiced which emphasises motivation, innovation, and ethical practices. Teamwork and collaboration drive a culture to continue improvement, lasting a good impression on guests and operational success (Transforming, 2024).
For example, was every booking or team group all departments are well know in advance what the customer needs and wants are. But when they found something was missing they gave a complimentary gift such as a discount on meals. The kitchen department knows the customers' allergies in advance, this is known by pre-booking discussion through the reception.
Delta Hotels Breadsall's main focus is to retain their customers, which they very rely on the business. According to Mizzi, you can save money and effort by doing this right from the start, which will increase your customer retention and keep people coming back for more. Bringing in new business is six to seven times more expensive than keeping existing clients (2022). The supervisor of Sales/Events has mentioned their focus is regular customers who had been here and then they come back which are groups. Once they are satisfied they come again either regularly as they are members of Leisure groups or book for weddings or events. That is why even with a small complaint they offer a complimentary drink or gift. 
I wasn’t able to shadow anyone during Housekeeping but I had learnt a lot from other supervisors of what the job involved. Their objectives are to clean rooms, and once departed the room needs to be prepared for the next guests. Provide amenities such as towels and toiletries. Also, help with the maintenance issues if TV’s working, toilets issues and in-room telephone working.
The goal of good housekeeping in the workplace is to create a clean, orderly, and safe work environment. It includes everything from keeping floors clear of debris to making sure that hazardous chemicals are properly labeled and stored. It also includes keeping a clean workstation, maintaining proper ergonomics, and practicing good personal hygiene (Vickers, 2022).
Conclusion and Action Plan (Active Experimentation)
Having already good communication skills, listening skills, and teamwork abilities I was able to implement the work-based placement assigned by the University. I can adapt to new places, and all the staff started to recognise me, I probably might not be good with names but I was able to work along with them, listen to them, and do what they told me to do. 
Having all these skills I understood empathy is needed to satisfy the guest to achieve high standards of guest services standards. 
Having more empathy and how staff attend to details is important for the hotel. Working in a food and beverage setting, from my restaurant, and achieving the degree from university has helped me to gain more skills to apply in the future either through my restaurant or getting a job in the hotel industry. 
The degree and hotel experience can add more to my CV to apply for future jobs. With the hotel experience, I can improve my existing business to bed and breakfast as I have a flat above the restaurant which I can convert to rooms for customers to stay.
I like to conclude I enjoyed my time and am thankful for the staff that allowed me to shadow them. 
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