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[bookmark: _Toc182259233]Part 1: Learning Log – Weekly Journal Entries
Level 6 Hotel Placement – Weekly Journal Entry

	Week 1

	Experiences/Tasks/Challenges/Lessons
(Department: Reception/Front Office)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Experiences and Tasks:

1. Training and introduction on front office activities and desk operations of the hotel.
2. To understand and manage guest check-ins, checkouts, reservation process, and other activities that directly interact with the guests.
3. Handling of customer issues regularly such as booking and reservation of rooms and hotel facilities.
4. Showcasing application of effective conflict resolution techniques and professional behaviours with the guests as well as other key stakeholders of the hotel.
5. Familiarising myself with the hotel’s Property Management Systems (PMS).
6. Using PMS to make the customer service convenient and accurate such as updating customer information and room information in real-time. 

Challenges Encountered:

1. Difficulty in operating PMS quickly during the peak hours as several requests for room bookings, reservations, etc., need to be processed which leads to delay in customer services. 
2. To understand the guests and offer the right services aligning with their needs and preferences.
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	Lessons Learned:

1. Guests satisfaction is the top priority of the hotel. Guests become satisfied when they receive quick and convenient services. By offering them quick check-ins, adjustments in the room reservations, and various room services, the management of the hotel can ensure that guests receive their expected services and are satisfied. 
2. Demonstrating professional behaviour under pressure and challenges can help the front office employees to achieve success. As when guests’ make complaints, the employees need to interact with the customers appropriately to assess the problem and propose solutions to it. 
3. The organisational culture to prioritise guests is the key factor that is contributing a positive guest experience and interaction in the hotel.
4. Safety standards, customer data protection, and compliance of rules and regulations are essential to operate hotel successfully. 

Positive/Negative Experiences:

· Positive: I could successfully recommend a Chinese guest to local attractions and heritage sites. My supervisor praised my interpersonal skills that motivated me to perform the front office activities with more confidence. 
· Negative: I encountered stress and burnout when I needed to handle customer complaints, check-ins, checkouts, and reservations during busy period. 

Future Learning:
· The application of PMS with more accuracy and effectively to facilitate quality customer services
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	Week 2

	Experiences/Tasks/Challenges/Lessons
Department (Housekeeping and Maintenance)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Experiences and Tasks:

1. To ensure that all rooms are cleaned and the brand standards are maintained 
2. To check the functionality of the room’s equipment and technologies 
3. Addressing maintenance issues such as leaky faucets, and air conditioning
4. Fulfilling guests’ requests to make the hotel services more convenient and personalised for them

Challenges Encountered:

1. Time management to complete the housekeeping tasks is difficult because of shortage of staff comparing to the higher demand for work, particularly when the occupancy rate is higher. 
2. It is quiet difficult to coordinate two tasks such as housekeeping tasks and maintenance tasks. Failure to establish a clear communication and guidance between the two departments can lead to conflicts. 
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	Lessons Learned:

1. To address the challenges such as time management by making a flexible schedule and incorporating time management techniques and tools. 
2. To maintain brand standards and reputation, consistency in the service delivery is crucial. 

Positive and Negative Experiences:

· Positive: I could understand the housekeeping tasks and offer quick solutions to maintenance issues. 
· Negative: I find it difficult to manage my stress level when I need to handle multiple tasks simultaneously. 

Future Learning Endeavour:
· I need to develop interpersonal skills to manage request of the VIP guests.
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	Week 3

	Experiences/Tasks/Challenges/Lessons
(Department: Reception/ front office)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Experiences and Tasks:

1. To manage check-in and checkouts of the guests
2. To achieve a deeper understanding about the booking process and managing payment systems.
3. To manage guest requirements while providing them the rooms and services. I needed to assess their requirements and then match the rooms based on their requirements. However, some guests wanted personalised attention and amenities. I had to provide them with those required things. 
4. To learn up-selling technique during the check-in process. I had to offer guests of diverse services and inform them about the modern room facilities in the upgraded options. 
Challenges Encountered:
1. To manage high volume check-ins is a challenging task for the front office employees. The guests stay at a long queue and the staff has to ensure that the guests do not have any negative experiences staying at the long queue. 
2. Initially, using the booking system was not an easy task. The intricate system presented difficulties to me perform different functions of the booking as well as refund. 
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	Lessons Learned:

1. Revenue management technique such as up-selling.
2. Providing customer service to ensure greater customer satisfaction. 

Positive and Negative Experiences:

Positive: I could successfully handle the guests complaints. 
Negative: The long queue of the guest at check-in overwhelmed me. 

Future Learning Endeavour:

· To achieve mastery in the handling of the booking system.
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	The Week 4

	Experiences/Tasks/Challenges/Lessons
(Department: Leisure Club)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Experiences and Tasks:

1. Assisting guests to become new members of the leisure club.
2. To achieve an understanding of the member management of the leisure club.
3. Learning the safety and security protocols and standards.
4. Organising events on health and fitness of the guests.

Challenges Encountered:

1. Lack of understanding about the pricing structure and benefits offered in different membership programmes.
2. Upholding safety protocols is challenging as it requires continuous supervision of the management.
	
	[image: A close up of a signature

Description automatically generated]
	[image: A black background with a black square

Description automatically generated with medium confidence]

	Lessons Learned:

1. Engaging with the guests of diverse cultural backgrounds having different needs and expectations 
2. Adherence of the safety and security protocols and standards 

Positive and Negative Experiences:

· Positive: I could handle guest’s request independently. 
· Negative: Initially, I failed to instruct gym facilities to the guests. 

Future Learning Endeavour:

· I aim to develop my understanding on fitness and gym facilities. I will also increase my understanding on the membership packages of the hotel. 
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	Week 5

	Experiences/Tasks/Challenges/Lessons
(Department: Housekeeping)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Experiences and Tasks: 

1. Learning housekeeping activities such as room preparation and maintaining room standards 
2. Inspecting the room regularly to ensure that hotel rooms can reflect the brand’s commitment and standards and modern amenities aligning with the guests’ preferences are well-equipped 
3. Inspecting the maintenance activities that include replacing light bulbs and changing fixtures
4. Handling guest request to provide extra amenities: Towels, pillows, and toiletries 

Challenges Encountered:

1. When the hotel has high occupancy rate, the housekeeping employees as well as I encountered time management issue. They do not have adequate time to inspect each room in details. 
2. It was very challenging to understand the guest preferences offer them housekeeping services, particularly guests who come from different cultural backgrounds. 
	
	[image: A close up of a signature

Description automatically generated]
	[image: A close-up of a signature

Description automatically generated]

	Lessons Learned:

1. Allocation of organisational resources is important because organisation’s resources are limited. During peak hours and high occupancy rate, manager emphasises on the high-priority rooms by employing staff to addressing customer issues.
2. Hotels must be focused on the maintenance of the standards and service quality. By keeping the service quality consistent, the hotel can achieve guest satisfaction and loyalty to the brand. 

Positive and Negative Experiences:
· Positive Experience: During my inspection activity, I showcased my attention to detail skills. My supervisor appreciated for the skill. It motivated me to adhere to hotel standards to achieve guest satisfaction. 
· Negative Experience: The fast-paced work environment in the housekeeping department made it difficult for me to perform the housekeeping activities within deadline and routinely. 

Future Learning:
· I plan to learn  handling of VIP guests who have personalised requests and the management of rooms when the occupancy rate is higher. 
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	Week 6

	Experiences/Tasks/Challenges/Lessons
(Department: Meetings & Events)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Experiences and Tasks:

1. To observe how a business conference is organised in the hotel.
2. To assist in the organisation of the event by providing support in seating arrangement, technology setup, and amenities based on the clients’ specification. 
3. To observe the supervisor’s interactions with the event clients, particularly during the event when the client made a request to make changes in the event’s schedule which the supervisor handled properly.
4. To inspect the technical requirements and equipment whether they are functioning well.

Challenges Encountered:

1. The client made a request to extend the business conference schedule due to their urgency. The supervisor faced challenges to extend it because the management team had to prepare the room for another event after the business conference ended. However, the management team could complete the preparation within the timeframe by fostering collaboration and support. 
2. The event needs are different and it varies based on the event purposes. The supervisor and employees face challenges to meet the expectations of such diverse event needs.
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	Lesson Learned:

1. The employees and the management must have the adaptability skills to adjust with the uncertainty. 
2. In the event and meeting department, communication play a vital role to address the issues such as diverse needs and expectations of the clients. 

Positive and Negative Experiences:
· Positive: I had good communication with the clients and received positive feedback for my coordination and support in the group. 
· Negative: The workloads increased my stress level.

Future Learning Endeavour:
· I need to enhance my technical skills to operate the equipment and audiovisual of the event.
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[bookmark: _Toc182259234]Part 2: Reflective Journal
[bookmark: _Toc182259235]Introduction 
Holiday Inn in Sunderland is a well-recognised hospitality organisation. The hotel’s guest service operations are the factors that contribute to the success of the hotel. The front office, housekeeping, leisure club, housekeeping, and other departments are well-equipped to meet the guests’ expectations. However, the leisure club does not have indoor pools like that of other Holiday Inn hotels and it may affect the guest's expectations (Holiday Inn, 2024). The report will include learning logs that I will achieve from the placement at the hotel. 
The primary learning objectives within guest service operations in Holiday Inn, Sunderland are explained as follows:
· Develop skills to interact with the guests and make effective communication with them to ensure higher quality customer service
· To get familiarised with the technical aspects of the hotel operations and develop technical skills such as operating Property Management Systems (PMS)
· To encounter real problems in service delivery and develop problem-solving skills 
· To become capable of managing cross-departmental tasks and promote collaboration in the workplace 



[bookmark: _Toc182259236]Section 1: Reflection on Shadowing Experience
In this part, I will reflect on my personal development from the experience at the hotel. Using Gibbs’ reflective model, the reflection will be accomplished (Laverty, 2021). The stages of the reflection model are explained below:
1. Description: I worked in the front office department of the hotel. The front office is also called as reception department. The front office is directly involved in guest service activities such as check-in, checkouts, reservation, room services, complaints handling, and so on. The hotel needs clear and effective communication channel to transmit consistent messages across departments (ASET, 2017). The front office, back office, and other departments use PMS to facilitate communication among departments as well as guests. The supervisor demonstrated various techniques to cope with the changing and fast-paced environment. For example, the guest requested to extend schedule for the conference room. Practical experiences in such situations contribute to the development of my work-based skills (Bardi, 2011). 
2. Feelings: At first, when I received the responsibility in guest service operations of the hotel, I felt a mix of excitement and anxiety. I was excited because the experience would provide me with real-life teaching and form key skills to develop a career in hotel service operations. I became motivated when I accomplished new tasks in the hotel (Haag, 2013). 
3. Evaluation: I have experienced both positive and negative aspects of the guest service operations at Holiday Inn Hotel. I observed that the supervisor used to remain calm and resourceful to deal with the organisational issues. In the workplace, employees can get success when they are more aware of the situation and make plans considering the influencing factors of the situation. Throughout my placement at the hotel, I engaged with the guests and hotel staff regularly and it positively impacted on my communication skills. I also developed teamwork skills and problem-solving skills to perform different tasks in the customer service department such as addressing guest complaints. Communication skills, interpersonal skills, teamwork skills, and problem-solving skills are crucial in hotel management. These skills enhance employability of the graduates (Jaykumar, Fukey and Balasubramanian, 2014). I could develop adaptability skills as I encountered some issues with the guest's expectations. Some guests were disappointed by the fact that the hotel does not have an indoor pool. I offered them alternative amenities and suggestions of nearby pool facilities which addressed their needs. However, I have had poor experiences from the placement in certain areas. I did not have the technical skills to operate digital tools in customer service. For example, I found it intricate to operate PMS and booking software of the hotel. 
4. Analysis: Work-based skills such as teamwork, problem-solving skills, communication skills, and interpersonal skills have immense importance in ensuring guest satisfaction. Employees working in the front office of the hotel need to communicate with the guests frequently. The guests place requests and complaints to the front office employees and the employees must address the issues and meet the expectations of the guests to enhance the brand's reputation (Bardi, 2011). Although my previous experiences to work in the industry helped me to understand the guest service operations, they were not adequate to deal with the complex circumstances in the hotel service operations. I need to enhance technical skills along with work-based skills to become competitive in the labour market (Gruber, Szmigin and Voss, 2009). 
5. Conclusion: Both work-based skills and technical skills are necessary to achieve success in the front office department of the hotel. I must be adaptable and competent to adjust to the changing environment and achieve new skills (Laverty, 2021). 
6. Action Plan: I should take further training in the front office department of the hotel to achieve relevant skills such as adaptability skills and leadership capabilities in the hospitality industry. I will collaborate with other departments and facilitate the communication process within the workplace to enhance customer service and form a strong coalition of employees. 
[bookmark: _Toc182259237]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge of the employees can shape the service quality of a hotel. My experience at Holiday Inn has provided me with key skills and knowledge by which I can work on guest satisfaction and operational efficiency. Clear and emphatic communication can have significant impact on guests' perception of the hotel. For example, the supervisor encountered a customer complaint for delayed check-in. Clear and emphatic communication with the guest could positively resolve the issue. Another work-based skill is teamwork skill. The front office employees can not accomplish their work independently. They must coordinate with the housekeeping department and maintenance department to provide enhanced customer service (Ojo Ph.D., Busayo and Ifeoma Ph. D, 2017). Tuckman’s team formation theory suggests that conflicts may arise within the team due to poor communication and coordination. Establishing clear understanding within the team can avoid conflicts and enhance the productivity of the team (Rickards and Moger, 2000). Front office employees should be able to operate PMS and other customer service software to respond immediately to customer complaints or queries. For example, a Thai guest requested to change his room and upgrade it. I helped the guest to complete the process using PMS that made the guest satisfied with the hotel’s service. 
[bookmark: _Toc182259238]Section 3: Reflection on Organisational Issues
I have encountered some organisational issues at Holiday Inn. In one instance, a guest complained for outside noises. The noise issue affected her overall experience of the hotel stay. The SERVQUAL model explains that hotels must be aware of different service quality dimensions to exceed guest expectations. Responsiveness and assurance are of the dimensions (Ladhari, 2009). Failure to respond to the issue immediately and provide any assurance to the guest can develop a perception among guests that the hotel does not value its customers. Hence, the dissatisfaction can negatively impact the hotel reputation. I encountered a lack of coordination between the front office department and housekeeping department which led to delays in guest check-ins. As guests place complaints on several aspects of the hotel, the hotel employees get distracted from their usual tasks. It can result in loss of productivity of the staff (Johnston et al., 2021). To overcome such situations, the following solutions can be adopted by the hotel:

[bookmark: _Toc182259239]Conclusion and Action Plan
My responsibility at the front office department provided me valuable experience and skills. I can utilise these skills to advance in my future career in the hospitality industry. However, I still need to work on my competencies. The following action plan can help me to develop my skills and experiences: 
· Taking training in customer service 
· Enhance technical knowledge in different hotel management software 
· Developing leadership skills (Potter, 2020)
· I will continuously develop my skills and capabilities within the hospitality industry. 
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1. Grönroos’ service quality model should be applied to set clear expectations about the hotel services and then manage the guest expectations. It will reduce overall dissatisfaction among the guests (Zaibaf, Taherikia and Fakharian, 2013). 


2. Employees should be trained on HEARD (Hear, emphasise, apologise, resolve, diagnose) technique and SERVQUAL model (Gruber, Szmigin and Voss, 2009). They must be able to coordinate and collaborate to enhance the guest experience. The management may consider applying lean management principles to streamline hotel operations (Bardi, 2011). 


3. Moreover, the hotel can offer complimentary services to address guest dissatisfaction. 
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