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Student Learning Log
Use of AI – Statement
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI-generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.
Novotel Bristol City Centre, located in the commercial area of Bristol, is a modern 4-star hotel with 131 guest rooms and all necessary facilities for guests. Hotel operation involves many departments that must meet and work together to ensure that guests in the hotel receive the best services. In my case, I mainly worked in the Front Office department. This is the first contact, the heart of the hotel's operation, and the guests' greeting point. Based on Kolb's Experiential Learning Cycle (1984), I will reflect on my developmental process in the observation, conception, and implementation phases. This model suits hospitality operations, especially because it emphasises the cyclically repeated process of learning from experience.
Learning Objectives:
· Able to operate, adapt, and manage the Opera Property Management System and related technological equipment.
· Improve problem-solving outcomes in critical and stressful circumstances
· Enhance the quality of cooperation between various departments
· Practical knowledge of revenue management and such concepts as key parameters of revenue management.
Section 1: Reflection on Experience and Personal Development
	Working at Novotel Bristol City Centre with the Front Office Manager as my mentor gave me a broad understanding of both the viability and challenges occurring in supervisory jobs in Hospitality Management. I employed Kolb's Experiential Learning Cycle (1984), in which I actively observed, reflected, and tried to apply my acquired knowledge (Wijnen-Meijer et al., 2022, p. 4). This organisational modelling of the learning process improved my awareness of guest service's key operational and managerial aspects. I recall an important incident during the second week: Besides normal check-ins, I had to accommodate a 200-delegate conference group. This experience clarified why Mullins and Dossor suggested balancing efficiency and effectiveness in operations and guest satisfaction (Marinotti and Johnston, 2024, p. 14). I needed to organise the work and interact with several teams while providing excellent service to our clients, thus implementing cross-functional management knowledge. 
Although I had the basic skills as a guest service host, working with Novotel's corporate guidelines and the brand's specifications was challenging. This transition helped me learn about the standardised service delivery operations in the international chain of hotels, as per Hayes, Hayes and Hayes (2021, p. 14) viewpoints on corporate hospitality operations. The technical knowledge learned in the academic study was most useful in adopting new service quality enhancements. In order to solve the problem of long queuing at the check-in counter, I applied Parasuraman et al.'s (1985) SERVQUAL model to determine and eliminate service gaps in the check-in process (Oh and Elango, 2024, p. 305). This method further supported the recommendation of scholarly management practices in Hospitably Management practices. Working side by side with qualified supervisors helped me to realise proper leadership strategies within the hospitality industry. This is the real-life implementation of the theories learned in the classroom regarding emotional intelligence and their strategies for dealing with real-life situational leadership. This knowledge-acquiring experience greatly enhanced my communication, problem-solving, and people management skills.
The placement also revealed dimensions that can be improved on at the company. My knowledge about Opera PMS grew stronger, and I observed the gaps in my revenue management and crisis handling knowledge. Such self-awareness corresponds to Schön's (1983) notion of reflection that supports continuous professional growth (Permana, Kurniawan, and Amalia, 2023, p. 190). From this process, I have gained a richer understanding of how theoretical concepts of technical knowledge work hand in hand with soft skills in hospitality management. The information immensely accumulated from academic theories and prior experiences, and this placement has equipped a strong understanding of the issues involving guest service operations in a corporate hotel business.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
	My experience in Novotel Bristol City Centre uncovered how technology and soft skills are immensely tied to delivering exceptional guest services. According to Li et al. (2021), operations in today's diverse hospitality environment demand technology and focus on the human aspect of service provision. From shadowing, I have identified the main skills contributing to service provision and customer satisfaction. Mastering the Opera Property Management System was identified as a core functional need among the technical competencies. At first, I faced some problems with the system, which worsened during high-pressure periods. Throughout the training and working in this position, I mastered skills for managing reservations, rooms, and guest profiles. These technical lessons become crucial when booking large groups, such as when a corporate event requires 150 room bookings. Indeed, the ability to move around in the system while not losing focus on guest interaction proved that technology has become an essential tool in managing contemporary contexts in the hospitality industry.
	Interdepartmental communication skills also turned out to be relevant and significant. The communication processes involved in coordinating with housekeeping and maintenance employees supplemented technical communication skills and tactical interpersonal skills. For instance, ensuring room readiness at the time many guests are checking in requires not only well-established procedures but also information sharing. This experience supported Nyaga's (2015, p. 60) assertion that integrated communication within the departments provides key success factors in the hotel business.
	Another technical competency identified was revenue management knowledge. Knowledge of the various rate structures, yield management, and price competition techniques helped make sound decisions where extra sales were sought. All this information directly translated into an increase in room upgrade sales by 15% during my stay, which made a solid link between technical knowledge and business outcomes apparent. Acquiring problem-solving skills in different hard times helped me provide a solution to the guest's expectations. For instance, when locked out of our system during mid-high check-in time, with the help of technical and interpersonal skills, the team could carry out manual check-ins without compromising guest satisfaction. This scenario can be referred to as the service recovery positioning and concept, as expounded by Lunardo, Cusin and Flacandji (2023). This experience also revealed the importance of emotional intelligence when serving guests. Technical knowledge alone was unable to deal with the delicate guest relations issues. Besides guests' interactions, reading the guests' cues, showing empathy, and staying professional and calm while using technical tools became more critical.
Section 3: Reflection on Organisational Issues
	In my case, while working in Novotel Bristol City Centre, a major crisis happened when the Opera PMS system crashed at the time of check-in during a peak corporate event check-in. This technical problem affected more than a hundred arriving guests and tested our ability to manage service failures. The immediate impact was substantial, and check-in processes, room allocations, and even frustration levels among guests were negatively affected. The situation impacted many departments; for instance, the housekeeping department could not receive room status, and the restaurant department could not process room charges. Drawing on Boshoff's (2021, p. 30) service recovery principles, we implemented several immediate measures:
· We used the backup documentation for manual check-in processes.
· Extended free beverages to the guests as they waited
· Kept giving status updates to help keep guests informed
· Mobilised more staff from other departments to help
While the hotel's immediate response was effective, I proposed additional measures based on Gao et al's (2022, p. 6) service failure recovery framework:
· Formulating a thorough system failure contingency plan
· Skill maintenance for employing physical labor
· Use of an auxiliary cloud-based PMS systems
· Establishment of a crisis management communication plan
The mitigation measure learned from this experience is, firstly, having a good backup plan and staff ready to provide the same level of service regardless of any challenges.
Conclusion and Action Plan
	In conclusion, my Novotel Bristol City Centre placement has taught me many lessons applicable to the current hotel business environment. Working closely with the Front Office Manager, I realised how conceptual concepts are applied to the day-to-day operation of an organisation. It underscored the technical and soft skills required to deliver high-quality guest service effectively. Several crucial aspects were pointed out during the placement: system-integrated management, managing crises, and coordination and cooperation between departments within a hotel. Also, I gained a better understanding of the concept of CPD and the importance of sustaining high-quality services. All the concepts learned have aided in backing up my knowledge of how theoretical concepts complement practical ways of enhancing the guest experience. To further enhance my career prospects in hospitality management, I have identified several development priorities.
· Expand certification in the area of Opera PMS and Revenue Management
· Bring special education in crisis management to foster proficiency in handling the situation.
· Improve organisational and professional mastery of leadership through management development initiatives.
· Provide extra language study to enhance participation by foreign visitors.






References
Gao, J. et al. (2022) 'Recover from Failure: Examining the impact of service recovery stages on relationship marketing strategies,' Frontiers in Psychology, 13. https://doi.org/10.3389/fpsyg.2022.852306. 
Boshoff, C. (2021). 'The role of gender and physical attractiveness during a service failure-denial encounter: A neurophysiological perspective,' Management Dynamics: Journal of the Southern African Institute for Management Scientists, 30(3), pp. 18-37. https://journals.co.za/doi/abs/10.10520/ejc-mandyn_v30_n3_a2
Hayes, D. K., Hayes, J. D. and Hayes, P. A. (2021). Revenue management for the hospitality industry. John Wiley and Sons. 
Hayes, D.K., Hayes, J.D. and Hayes, P.A. (2021) Revenue management for the hospitality industry. John Wiley & Sons.
Lunardo, R., Cusin, J. and Flacandji, M. (2023) 'A time(ly) perspective of the service recovery paradox: How organizational learning moderates follow-up recovery effects,' Journal of Business Research, 166, p. 114088. https://doi.org/10.1016/j.jbusres.2023.114088. 
Li, M. et al. (2021) 'A systematic review of AI technology-based service encounters: Implications for hospitality and tourism operations,' International Journal of Hospitality Management, 95, p. 102930. https://doi.org/10.1016/j.ijhm.2021.102930.  
Marinotti, G. and Johnston, A. (2024) 'Leader ‘leadership’ perceptions within a luxury hotel environment,' Human Resources Management and Services, 6(2), p. 3483. https://doi.org/10.18282/hrms.v6i2.3483.

Nyaga, O. N. M. (2023). Revenue management strategy implementation: role of critical factors on revenue management strategy effectiveness. The Hong Kong Polytechnic University.
Oh, D. G. and Elango, B. (2024). 'Quantitative analysis of the publication trends in four decades of SERVQUAL research: a bibliometric approach', Total Quality Management & Business Excellence, 35(1-2), pp. 297-319. https://www.tandfonline.com/doi/abs/10.1080/14783363.2023.2293877 
Permana, A. D., Kurniawan, E. and Amalia, L. L. (2023). 'The Comprehension Of Reflective Practice Among Efl Professional Teachers In Indonesia: A Case Study', Eltin Journal: Journal of English Language Teaching in Indonesia, 11(2), pp. 183-192. https://doi.org/10.22460/eltin.v11i2.p183-192 
Wijnen-Meijer, M. et al. (2022) 'Implementing Kolb´s Experiential Learning Cycle by Linking Real Experience, Case-Based Discussion and Simulation,' Journal of Medical Education and Curricular Development, 9, p. 238212052210915. https://doi.org/10.1177/23821205221091511. 









Learning Log – Weekly Journal Entries: Appendix 1
Week 1: 30th September - 6th October 2024
Department: Reception/Front Office
Tasks Performed
Helped to respond to guests' questions 
Responded to general phone calls and took orders for food and beverage deliveries.
Challenges Faced
Struggled with multitasking during peak check-out times 
Nervous when handling guest complaints 
The challenge is to remember all room categories and rates.
Positive Experiences
Assisted a family with young kids 
Supervisor expressed satisfaction on early mastery of Opera PMS
Established a good relationship with the housekeeping department.
Lessons Learned
Necessity to ensure the continuity of patient care 
Importance of being able to remain cool.
Necessity to manage the workload
Future Learning Goals
Enhance understanding of local area suggestions
Annually Complaint handling procedures
Week 2: 7th October - 13th October 2024
Department: Reception/Front Office (Continued)
Tasks Performed
Trained on afternoon/evening shift 
Coordinated the check-in of several groups at business conferences.
Processed some room upgrades and other special request
Perform accounting tasks that were done at the end of the day
Challenges Faced
Complicated billing distribution for corporate entities
Handling situations where guests are noisy at night
Involving the restaurant to meet dietary needs
Positive Experiences
I managed VIP guest arrival that was accomplished
Acquired knowledge in effective key card programming
Awarded for the handling of an overbooking scenario
Lessons Learned
The role of attention to detail in billing.
Importance of shift handover
Problem-solving techniques as regulators during a busy time
Future Learning Goals
Enhance knowledge in the area of revenue management
Improve problem-solving abilities
Find more information about corporate booking processes
Week 3: 14Oct – 20Oct
Department: Housekeeping/Maintenance
Tasks Performed:
Shadowed Executive Housekeeper
Conducted room inspections
Communicated with the maintenance department for emergency fixing
Challenges Faced
How to arrange time for deep cleaning of the rooms
Scheduling with the front desk for early check-ins
Meet guest's demands for more items in the room
Positive Experiences
Adopted proper room inspection checklist
I analysed and managed turn-down service for the VIP floor
Better working relations between the departments
Lessons Learned
Need for routine room patrolling
Importance of always carrying out routine maintenance
Customer's requirement for effective stock control
Future Learning Goals
Read more about environmentally friendly cleaning processes
The overall idea is to enhance the staff's scheduling skills.
Improve aspects of quality check
Week 4: 21st October - 27th October 2024
Department: Housekeeping/Maintenance (Continued)
Tasks Performed
Helped to schedule maintenance work
Supervised lost and found operations
Supervised large-scale cleaning exercises
Challenges Faced
The way of handling emergency maintenance issues
Outsourcing work with other people
Positive Experiences
Able to handle the room renovation project
Better organisational communication flow in the relevant department
Lessons Learned
Why preventive maintenance should be carried out
Value of clear documentation
Pressure for team cohesiveness
Future Learning Goals
Build up a technical understanding of the hotel systems
Improve time management for the projects
Read more about Budgeting
Week 5: 28-Oct – 03/Nov 2024
Department: Meetings and Events
Tasks Performed
Helped set conference room arrangements
Also, coordinated with the catering services
Supervised audio-visual equipment
Challenges Faced
Last-minute event changes
Multiple event coordination
Technical equipment issues
Positive Experiences
Effectively coordinated a conference of 200 people
Positively received client feedback
Enhanced event planning procedures
Lessons Learned
The contingency planning procedure
Value of client communication
Demands for a clear record of events
Future Learning Goals
Enhance event planning skills
Learn more about AV equipment
Week 6: 4th November - 10th November 2024
Department: Meetings and Events (Continued)
Tasks Performed
Supervised ceremonies for wedding venues
Other outside suppliers can also be integrated.
Handled billing and contracts
Supervised event staff
Challenges Faced
Meeting multiple stakeholder needs
Short time spans between one event and another
Weather contingency planning
Positive Experiences
Successful organisation of high-profile weddings
Created a new event checklist
Effective in managing difficult client
Lessons Learned
Uniqueness of detailed planning
Value of vendor relationships
Requirement for a contingency approach
Future Learning Goals
Build crisis communication skills
Improve skills to manage budgetary




