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[bookmark: _Toc190783446]Introduction 
The hospitality industry operates through guest service operations which guarantee both customer fulfillment and smooth hotel guest interactions. Guest service managers must use work-based competencies alongside their technical understanding to effectively oversee guest expectations (Papageorgiou, Marneros, and Efstathiades, 2024). I supported a supervisory role by shadowing work at housekeeping and maintenance together with reservations and front desk operations during my placement at the hotel. This learning document evaluates my placement activities along with my professional growth and essential organisational challenges as well as provides an analysis of acquired skills and obtained knowledge. My objective includes evaluating my experience in guest service expectation management and describing how these insights will impact my future career in the hospitality sector. At last, this reflection follows Gibbs' Reflective Cycle (1988), a structured model that simplifies learning from experiences through description, feelings, evaluation, analysis, conclusion, and action planning (Adeani, Febriani, and Syafryadin, 2020). 


[bookmark: _Toc190783447]Section 1: Reflection on Experience and Personal Development
Description: At my placement, I observed and helped supervisors in housekeeping, maintenance, reservations, and front desk departments. There was great importance placed on each department that had a role in maintaining high guest service standards (Kensbock, Patiar, and Jennings, 2019). I did room inspections and made sure to replenish guest amenities in the housekeeping and was aware of the auditor's role in the housekeeping. I shadowed a supervisor and did routine checks and minor repairs in maintenance. I also worked with reservations and front desk from the time, handling booking requests and talking to the guests.
Feelings: To start with, I felt nervous while interacting with the guests, especially at the front desk and at the reservations department. Nevertheless, I learned how to handle inquiries and solve associated problems. Also, I was interested in being able to stay informed about the operational aspects of housekeeping and maintenance (Lee et al., 2023). 
Evaluation: The experience was rich, as I got to practice my communication, teamwork, and problem-solving skills. I learned that paying close attention to details is extremely essential in hospitality as even slight oversight can lead to guest dissatisfaction, influence the service quality, and cause a negative impact on the reputation of the hotel and the entire guest experience. I saw how proactivity from the maintenance staff regarding repairs to the repairs could skip a guest complaint, and I saw how clear communication at the front desk is key to preventing miscommunication with guests.
Analysis: I applied theoretical leadership and customer service principles to real life environments. I observed how departmental collaboration organized operations, as well as effective leadership energizing workers to provide quality standards of service. These insights confirmed the necessity of teamwork, preventive problem-solving, and flexibility to maintain high hospitality standards. I discovered that you need good communication in every single place, from housekeeping to maintenance, whether to communicate with the guests and make their needs satisfied properly. However practical experiences confirmed that good leadership in a supervisory role may have a big impact on staff performance and guest satisfaction.
Conclusion: I have come to understand how important communication, teamwork, and time management skills are for the operations in hospitality. Not only did my placement help me to improve my practical skills, but it also gave me a better understanding of the dynamics of the hospitality avenue.
Action Plan: In the future, I plan to enhance my leadership skills by attending supervisory training programs. I also aim to continue developing my communication skills, especially in conflict resolution, as it is vital for guest services.
[bookmark: _Toc190783448]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Description: Throughout my placement, I found many core competencies that are necessary to have in the hospitality industry including customer service and communication, problem-solving, task management, and technical knowledge. I did daily tasks all day by handling reservations and guest requests, going on night checks, and keeping rooms clean (Masa'deh et al., 2019). 
Feelings: it was tough at first to maintain the pace, especially because I had to do several tasks at a time. Nevertheless, I became more articulate as time passed; I started to see the tasks I had to do and to prioritise them competently.
Evaluation: The reservations and front desk department provided a great opportunity to develop communication and customer service skills (Jawabreh, Al Fayoumi, and Bareya, 2022). However, I also knew that knowledge about one’s technical capabilities is crucial when it comes to managing the hotel, for example on how the booking system is functioning and which maintenance procedures are carried out. Working in housekeeping was another opportunity where attention to detail and high standards were the names of the game.
Analysis: I analysed how Hotel’s operations mirror theories like Herzberg’s Two Factor Theory and Total Quality Management (TQM) principles. Herzberg’s hygiene factors explain why cleanliness and maintenance are important for respecting guest satisfaction (Shukla, 2023). In the same way, achievements of TQM principles including quality standards and efficient provision of services are also similar to the hotel’s commitment to continuous improvement.
Conclusion: The interaction between work-based skills and technical knowledge is to smooth out a guest flow. In all departments, I had to do well, and effective communication and task management were necessary, and the technical knowledge helped me on a better level.
Action Plan: I will continue the training to improve my technical skills in hotel management systems and guest service protocols. I will also practice boosting my multitasking abilities to effectively multitask, and for coordinating a series of tasks at the same time.
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Description: A guest complained about a room service delay which was my biggest problem. This delay was caused because of miscommunication in the kitchen with the front desk resulting in a poor guest experience. This affected not only guest satisfaction but also the hotel's reputation and operational efficiency. 
Feelings: I was frustrated by this feeling when I saw the guest was not happy and it could be a breakdown of small communication that would turn into a bigger problem. Of course, I knew there was a front desk staff under pressure not only to solve this particular problem but to solve it as quickly as possible.
Evaluation: It had a significant impact. It affected the guest experience by not allowing them to enjoy their stay as the Controller was attempting to resolve his complaint—the front desk staff had to spend more time dealing with such complaint as it disrupted workflow (Pratt, and Tolkach, 2022). If negative reviews damaged the hotel’s reputation, and therefore perhaps diminished their clients’ loyalty,’ this would have been bad for the hotel.
Analysis: This experience also served to understand how one department can communicate with another. Applying Lean Management could do away with waste inefficiencies and improve coordination in the kitchen and the front desk to prevent similar situations in the future (Waaje et al., 2025). It will help us to reduce service delays and improve guest satisfaction by addressing the root cause.
Conclusion: This issue reinforced the need to have better communication systems in guest service operations. It taught me that small inefficiencies could snowball into bigger things that inconvenience both the guests and operational efficiency.
Action Plan: To bridge the communication gap between departments, I suggest setting up a system where departments place an order and directly pass it to the department to be done with. Secondly, I will also encourage better cross-departmental training for better coordination and to avoid any of these in the future (Liu, 2024). 


[bookmark: _Toc190783450]Conclusion and Action Plan
Through this reflective learning log, I have learned key insights during my placement; the influence of communication and teamwork, as well as problem-solving in the order of managing expectations of the guests. Furthermore, I realised that technical knowledge and task management are to a certain extent necessary for proper hotel operation, as well as the necessity of proactive problem-solving to ensure good service standards.
For my future career in hospitality, I will be working on an action plan which is presented below:
Action Plan
	Objective
	Action Steps
	Timeline
	Measurement of Success

	Enhance leadership skills
	- Attend leadership and supervisory training courses.
	Within 6 months
	Completion of at least one training course.

	Improve technical knowledge
	- Obtain certifications in hotel management software (e.g., Property Management Systems).
	Within 1 year
	Successful completion of certification.

	Develop crisis management skills
	- Participate in workshops and simulations on crisis management in hospitality settings.
	Within 6 months
	Completion of a crisis management training session.

	Strengthen communication and teamwork
	- Engage in regular team-building activities and communication skill workshops.
	Ongoing
	Positive feedback from team members.
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Task: Maintain a weekly progress tracker documenting your experiences,

Level 6 Hotel Placement — Weekly Progress Tracker
tasks performed, challenges faced, and lessons learned. Bullet points

enitn link by (Friday 79 March 2025] at 23:59pm.
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Week 1: Reservations & Front Desk

Managed room booking requests and checked room availability.

Assisted guests with check-in and check-out procedures.
inquiries about room rates, hotel services, and

Responded to gue:

amenities.
- Handled special requests and VIP guest arrangements.
Learned about the hotel's booking software and reservation system.

Keo Lolis

Challenges Faced:
- Handling guest complaints and difficult customer interactions.
Understanding the hotels reservation policies and pricing.

structures.
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