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Reflective Journal 

Within this reflective journal, I'll talk about my experiences working in the hotel guest operations division at the Marriot Hotel Swansea. I'll adhere to Gibbs' Reflective Cycle: Graham Gibbs created the concept. This six-stage methodology aids students in thinking about sharing insights from their experiences. Learners describe their experience first, and then in the following phase, people examine their emotions and thoughts. By using their principles and convictions regarding the experience, they evaluate it in the third step. The fourth step is then when they analyse by identifying the causes and results of the event. They reach conclusions and within the fifth stage, they develop an action plan which they implement and then assess the results. (Gibbs, 1998).  (The University of Edinburgh, 2020) 

Starting my placement has helped me in many different aspects, particularly in developing myself development, vocational, and academic development. It has allowed me to gain many skills such as improving my communication, team-working, time-management and multitasking skills and has been an insightful experience. I was also able to learn the skills of working under pressure and as I have never had a job before apart from being a housewife, working in the hospitality business helped me understand how I can utilise the skills I have gained in order to use them in the future. I feel as though I am more confident now and have self-assurance due to everything I have learnt via this process and would be comfortable working in the hospitality industry again, perhaps as a professional job. Although I have gotten so much insight through this process, I also encountered difficult situations and lost opportunities. However, through this experience, I have gained so much knowledge about the guest operations department. 

While working in placement, I was assigned numerous activities like housekeeping, working in the front office, guest management and other activities regarding guest service operations. My main role within the guest management department has been housekeeping. Housekeeping consisted of folding laundry, changing bedsheets, and making sure guest rooms were fit for service. The guests’ expectations regarding room services such as the cleanliness and comfort of the rooms were key for me (Bagdan, 2012). I also did front office which included me interacting with customers on a regular basis and having to welcome them into the hotel. Housekeeping was where I was able to further my development. For example, whenever I’d finish a task such as making the bed, instead of waiting to be told what to do next, I'd use my own initiative and start helping out with other tasks like hoovering. These small acts had a big impact as they would strengthen my relationships with the fellow staff I was working with because it meant we were all helping each other instead of leaving each other with heavier workloads. Therefore, my teamwork skills also improved as it showed that I can use my prior knowledge from my day-to-day life and apply it to this situation. Flexibility and team working skills are key elements within the hospitality industry and I was able to demonstrate these skills very well in my opinion. (Pallister, 2023). While working in the front office, interacting with the guests was a nerve-wracking experience but I was able to build rapport with them and demonstrate the customer service skills that I had gained through the food and beverage department. 

Working in the guest management operations department was not all positive as initially, I was very worried before starting my placement. As mentioned before, I have always been a housewife, so this was definitely a new experience for me. Considering my spoken English is not the best, I was anxious there'd be problems when communicating with guests and my team members. However, I quickly realised my team members were extremely helpful and easily instructed me on how to complete tasks which put me a lot more at ease. My team members were very friendly and made my experience a lot more enjoyable than I thought it would be.  

During my placement, I definitely feel that there were lost opportunities. For example, before starting my placement I wanted to work on improving my leadership skills. However, instead of voicing my opinions on what could be done within the hotel guest management department to make the experience for guests a better one than what they receive currently, I took a step back and stuck to what I was instructed to do. I deeply regret this because it was a chance to take leadership and give my thoughts on how to improve the current structure of how housekeeping is done at the Swansea Marriott Hotel, but I didn’t and therefore was unable to build on my leadership skills. Additionally, I feel that after I finished my tasks in housekeeping, I would have spare time which could’ve been used in gaining more experience at the front office and interacting with customers. This could’ve helped in developing my communication skills further as cooperating with my team members allowed me to be confident in my communication skills but interacting with more guests could’ve boosted my confidence in my customer service skills. I feel I had limited time working in the front office. 
Furthermore, I believe this led to a time management skill issue because I could have thought outside the box and use my time to complete the activities I mentioned prior. 
After some analysis, I believe that this department lacked a proper structure as well as a lack of motivation and enthusiasm among the employees within this department. Therefore, I think management should pay more attention to the employees in guest service operations so they feel more motivated because this will result in a higher productivity output (Young, 2021). Some ways they could implement this is via a rewards system so that employees feel that they are being recognised for their efforts. I also believe that the idea of job enrichment could be used as the tasks while housekeeping was quite mundane and boring since we would complete the same activities every day. Increasing the range and complexity of tasks that I was asked to do while housekeeping would’ve made it more interesting and helped me take in more information as I could use my abilities to the fullest (R, 2018). I feel the hotel could use these techniques so their employees are more motivated, and this means the guests will also have a better experience. 

My plan of action for the future if a situation like this occurs again is to use skills that I was unable to develop due to lost opportunities, in action. For example, using any spare time I have to think outside the box and utilise my free time to show my adaptability. Also, I'll work on honing my technical abilities because nowadays they are crucial for completing tasks in the workplace, so I want to be prepared if I ever encounter a situation in which I need to demonstrate these skills (European Comission, 2017).

All in all, I had a positive experience as I learnt many new skills such as good customer service skills, communication skills, and teamwork skills. I have always felt I lacked sufficient communication skills, but I am pleased with the way I enhanced this skill. While I did miss out on some opportunities, I think that recognising and analysing these losses has given me the opportunity to perform even better in future workplaces. Overall, I think have really developed my personal skills as well as improved my academic and vocational development. 
(David Boud, 1985)
Staffing and workload management are two frequent organisational issues associated with hotel housekeeping. Housekeeping departments frequently struggle to keep up with personnel needs, which results in increasing workloads and decreasing job satisfaction for those who remain. The standard of cleaning and customer satisfaction may suffer as a result. (SoftBank Robotics Team, 2021)
Some solutions to the problem include cross-training and job sharing. Training housekeeping employees in other areas, including food service or laundry, can assist decrease workload and improve job satisfaction. Job sharing and rotational schedules can also give workers more flexibility and a better work-life balance.

Using technology can also assist expedite housekeeping operations and lighten the strain for workers by using technologies like automation for room cleaning assignments and inventory management. (Stephanie Q. Liu, 2017).
Some photos of me and the housekeeping staff are presented below:
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